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Chapter 
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Resources 


1 Introduction 


The eCAS call accounting system is an important tool designed 
specifically to help you control and administer telecom costs in your 
business. 


This chapter provides an overview of its features and capabilities, as 
well as a quick review of its "user interface" elements to help you get 
started. 


The following icons for notes and warnings are used throughout this 
document as “flags” to valuable information: 


=” Notes call attention to features and/or relevant remarks. 


A Warnings alert you of potential problems. 


The following documents provide you with additional information: 


Quick Installation Guide - guide to prepare, install, and set up an 
initial configuration to start operations. 


PSU Installation - guides to install Pollable Storage Units. 
Interface setup guides: 


- Avaya Reliable Session Protocol 
- Avaya IP Office 

- Centrex Option 

- Cisco CallManager 

- 3COM NBX 


These documents are available to users from the Veramark Technical 


Support website (www.veramark.com > Technical Support > log in 
using the serial number from the application 'About eCAS' page). 
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Your Call Accounting System 


eCAS resides in a Windows-based Server. It can collect call record 
data from most telephone switching systems and then process the 
information into a wealth of telemanagement reports. 


Remote 
eCAS 


Remote 
Access 


i network 
ill I or 


modem 


Service 


facility 
Centrex 
System 
iad Firewall 
ines Telecommuting 
Remote i 
UE PSY 
At the Office 
= 
Switch LAN / WAN 
Switch 
VoIP Call & Data Data eee User Interface 
Switch Collection (Web Browser) 


Features and Capabilities 


Call & Data Call collection is handled by a direct connection, network file 

Collection transfers, or modem polls. The system can interface with multiple 
data sources (on-premise PBX or VoIP switches, remote Pollable 
Storage Units, off-premise Centrex systems, or even another call 
accounting system). 


The system can also interface with switch administration tools — 
such as the Avaya Switch Administration (ASA) — to keep the 
system synchronized with its data sources. 


User User access is through a web browser. It is easy, familiar, and 
Interface independent of operating systems. In fact, installations that 
provide a network environment, can access the system from any 
PC — Windows-based or other, inside or outside the office. 
Continued... 
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Reports 


Company 
Organization 


Call Rating 


System 
Tools 


Security 


Features and Capabilities (Continued) 


The system provides an extensive library of reports for many 
applications, including the following: 

Call accounting (cost allocation and bill-backs) 

Traffic analysis (telephone usage and call distribution) 
Exception reporting (abuse or misuse of facilities) 


System reports are provided as templates for users to customize 
and schedule. Reports are generated as web pages, available for 
viewing directly or via a secure e-mail distribution. The EZ-Burst® 
report delivery system is the most innovative: reports are "burst" 
into organization and account sections, and then e-mailed 
according to pre-defined distribution lists. Some reports are 
available in printable format and/or in a format suitable for export 
to spreadsheet or general ledger applications. 


The Organization database is used to charge phone activity to 
individuals and organizations. It can be easily modeled after a 
company's corporate and customer/tenant account structure. 
"Moves-adds-and-changes" are managed manually or by data 
imports from switch administration tools. 


The system uses an efficient rating engine to process calls, identify 
call destinations and types, calculate charges, and apply 
adjustments. It can also handle dialed "exceptions" (special calls, 
discount services, etc.) and report customized call destinations and 
special codes. 


You can install custom rates from your vendor or set up simple rate 
plans manually. The system offers two types of editable rate plans: 
Standard (for long-distance rates, using the built-in database of 
calling areas. This type of plan includes non-editable, AT&T Basic 
IDDD rates, as well as local rates for all major US local Telcos.) 
User-defined (dial patterns and their rates — including local and 
international calling areas — must be identified in their entirety) 


The telecom manager has an array of powerful tools to monitor 
system status, report errors, and help prevent toll/phone fraud. 


Access to the system and report data is handled via three "user 
profiles" (in order of privileges): Report User, Telecommunica- 
tions Specialist, and System Administrator. Although most 
installations will have a single administrator and a handful of report 
recipients, the system provides for larger involvement of key 
personnel sharing roles and responsibilities. 
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A System at Work 


The figure below illustrates the flow of a working system. 


After a call is placed or received on site, the telephone switch 
outputs an electronic call detail record (CDR) of the transaction. 


The call collection tasks regulate the transmission to the system 
Server and then interpret the call record. Call collection interfaces 
are set up via a switch wizard - see the Processing chapter for 
details. 


The rating tasks filter and process the call, which is then stored in 
the current database. See the Rating chapter for details. 
(A If Call Alerts are enabled and a "toll fraud" rule applies, 
trigger counters are updated, possibly generating an 
alarm. 


At report time — by request or scheduled — the system sorts 
through the call record database, compiles the report, and then e- 
mails it to specified recipients. See the Reports chapter for details. 


-> ] If appropriate, dialed number privacy and account code 
cost adjustments are applied. 


At the regular intervals, the system administrator creates an 
archive backup of the database. System clean-up tasks 
automatically delete old call record, report, and temporary files. 


Backups are recommended at this time. 


Getting Started 


The Here is what the eCAS Home page looks like when you are logged in 
Workplace asa "system administrator." 


© Logout Help About eCAs Search for Extension <a> v 
Starting with M © 


Reports 


Create/Run Reports 
view Saved Reports 
view Report Log 
EZ-Burst® Distribution 


-eks 


© View Message Log 


Change Password 


Navigation Tools 


The Home page provides access to system functions. Each menu 
tab displays the group of functions available for your user profile. 


© The Locator Bar Home | link 1 | link 2 | ... | at the top 


of all pages provides a "path" from your current page to the Home 
page. 


Links to logout, obtain online help/documentation, and read about 
this product are available from the top of all pages. 


The Search at the top of all pages is available to Telecom 
Specialists. Use it to go directly to a specific entry in the 
Organization tables, based on your search criteria (see table 
below). 


Starting with... 


Employee Number Text entry, up to 50 characters (no wild cards). 


Extensions NOTE: Searches are not case-sensitive; they will result in 
Personnel opening a "viewer page" (see next topic) populated with all 
matches, if any. If nothing is entered, the entire table appears. 


For example, a search for personnel starting with "smith" would 
yield a list of names such as "Smith, Joe" and "Smithers, Ann" 
(it would not include "Joe Smith" nor "Ann Smithers"). 


Authorization Codes 
Account Codes 
Cost Center 


© 


The Home page provides additional bottom links to use the 
product index, change your password, and view the message log. 
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Viewing and Editing Tools 


Viewer Database tables and reports appear in "viewer pages." These are 
Pages lists with entries sorted, typically, in ascending order by the first 
column. Some of the controls used in these pages are: 


Sorting. Some listings can be sorted by a different column 
order. Sorting columns appear as underlined links, with the 
current order denoted by an arrowhead (up = ascending; down 
= descending). To toggle the sort order, simply click the column 
title. 


Next, Previous, First, Last. "Pagination" links appear on 
multiple-page lists and reports (a limit of 250 entries per page 
expedites retrievals). Active links are underlined. 


Adds, Edits. Some tables let you modify their entries. Add or 
edit links to a form page (see below). "Add" links appear on the 
top and bottom of the page; underlined entries indicate editing 
links. 


Other operations. Indicators that entries can be selected for 
an operation are the delete * icon or check boxes (check boxes 
are used to mark one or more entries; instructions - such as 
Delete, Schedule, View, etc. - appear on the top and bottom of 
the page). 


Form Pages Form pages are used to view, add, or change database table 
entries. 


Save. When complete, click this link to submit your entries to 
the database. If you made an input error, a message appears 
along with a description of the problem. Simply correct the 
entry and resubmit it. 

Reset or Clear fields. “Reset” returns to the last saved values; 
“Clear fields” simply places blanks and/or defaults in 
preparation for your next entry. No changes are submitted to 
the database. 


Other 


Icons 


Help To open the help browser & display help for the feature you were using. 


Mark To place a check mark in a check box (this selects the entry). 


Unmark To remove a check mark from a check box (this de-selects the entry). 


Go To go directly to the specified entry, selection, and/or find its results. 


Calendar _ To select a date from the system calendar. 


Browse To browse the Server PC and select a file or folder. 


®®OLOE 
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Login 


Logout 


A Work Session 


A work session must start by "logging in" and end by "logging out." 
Inactivity for more than 20 minutes also results in a forced log out. 


1. Depending on the access method given to you as a user: 
@ If using Windows authentication: 


a. Log into Windows as the "domain\account-name" 
identified for you when your login account was created. 


b. Use Internet Explorer as browser and enter the address: 
"http:/ / eCASpc/ ecas" (where eCASpc is the machine 
name of the eCAS server). * 


@ If using product authentication: 


a. Use Internet Explorer or Netscape Navigator as browser 
and enter the address "http:/ / eCASpc" (where eCASpc 
is the machine name of the eCAS server). * 


b. When the Welcome page 
Welcome to eCAS 


appears... 

3 Please enter your Login ID and Password 
Enter your login ID and 
password, and then click Login 1D*: ] 
the Login link or hit the Password*: 


Enter button. ; 
Login 


* denotes a required field 


2. The Home page appears, providing access to functions for 
which you have user-privileges. 


* Systems with an SSL certificate of protection use "https:" (instead of "http:"). 


To end a session, click the Logout link at the top of the page or 
simply close the browser. 
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2 Reports 


About This This chapter describes all reporting functions. 
Chapter 
Topics are organized as follows: 


@ Overview 


@ Report menu 
- Create/Run Reports 
- View Saved Reports 
- View Report Log 
- View EZ-Burst® Distribution 


@ System Reports 


- Account Code Detail - Extension Summary 

- Audit Trail - Frequently Called Numbers 
- Branch Summary - Incoming Call Distribution 
- Call Search - Incoming Traffic Analysis 
- Call Type - Longest Calls 

- Cost Center Summary - Organization Detail 

- Cost Distribution - Outgoing Call Distribution 
- Date - Quality of Service 

- Department Summary - Ring Time Analysis 

- Division Summary - Telecom Manager Report 
- Duration Distribution - Time of Day 

- Expensive Calls - Trunk Group 

- Extension Listing - Unused Extensions 


@ Report Applications and Benefits 
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The eCAS reporting system — with its wide array of report types, 
selection criteria, and output options — allows you to obtain 
information on almost any aspect of network use and performance. 


Report System reports fall into the following broad categories: 


IEC @ Accounting reports provide information on phone usage by 


individuals, organizations, or accounts charged for calls. 
Useful in allocating, reselling, and billing back call charges, 
and in analyzing call center workloads and productivity. 


@ Traffic reports summarize telecom activity by various 
categories (date, time of day, cost and duration, call types, 
trunk groups, etc.). Useful in analyzing patterns, tracking 
abuse/misuse of facilities, and optimizing phone services. 


@ Exception reports provide details on calls at the top of a 
category (dialed numbers, call duration or cost), as well as on 
conditions that warrant a telecom manager's attention (such 
as unused extensions or trunks without activity). 


@ Call search reports locate call records through broad or 
narrow search criteria. Useful in isolating problems or finding 
details on trends displayed in other reports. 


Selection Reports can be "customized" for content and appearance. 


SOS What to include. Typically, you can choose the database 


(current period or active archive), date range, and source or 
"owner" (switch, organization, and/or account). Other criteria 
depend on the report — for example: call direction, call type, 
trunk/group, extension, dialed digits, duration, cost, etc. 


@ How to display it. Some reports allow display of graphs; 
others let you choose the fields and order of report columns. 


Output All reports are available in HTML format for viewing immediately in 
Options your web browser, saved for later viewing, or distributed by e-mail. 


Selected reports allow "printer-friendly" HTML, EZ-Burst®, and 
ASCII output. 
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Report Menu 


About This This section describes the functions under the Report menu: 


Section Create/Run Reports 


View Saved Reports 
View Report Log 
View EZ-Burst® Distribution 


+++ o 


Create/ Run Reports 


Purpose To customize, run, schedule, and/or delete reports. 


The system provides a list that includes system reports to use as 
templates and user reports that have been customized by you. 


Access Reports > Create/ Run Reports 


m 


. Select the report of interest. 


N 


. When the configuration page appears, you will see expandable/ 
collapsible lists, indicated by [+] and [-] next to the title. Click 
the [+] to expand available choices or the [-] to collapse list. 


3. Enter a report name (up to 50 characters), select database 
(current or archive), and criteria (see individual report). 


A 


. Select the output and distribution (depend on the report): 


@ Standard HTML (to browser, saved for later viewing, or e- 
mail link or zipped files to selected addresses (can also 


enter them in "xxx@yyy.zzz" format separated by ";") 


@ EZ-Burst® (report is "burst" into department and cost 
center sections; then links to each section are e-mailed to 
members of their distribution lists.) 


@ ASCII text (specify a local path and filename for the output) 
5. Select what to do with this report: 


@ To update the report template, click Save Criteria or Save 
Criteria As New Report to create a new template. 


@ To generate the report now, click Run report. 
6. To return values to the last saved configuration, click Reset. 


2-3 


7. Select the report of interest. 


8. In along list, you may filter by system report name. System 
administrators can select to view all user reports (all other users 
do not have this option and can only view their own reports). 


9. Provide selection criteria (for content) and/or output (for 
distribution). 


10. Click Run Report. 


1. If the reports you wish to schedule have already been set up, 
skip to step 2; otherwise, customize the system report to be 
scheduled, and return to the Create/Run Reports page. 


=> when creating a report intended to be scheduled, make certain: 


(1) Date range = Predefined or Previous n Days, to match the scheduled frequency 
(otherwise, the report could contain the same set of calls). 


(2) Its output method and distribution are correct (for example, you may not 
schedule a report output to the browser). 


2. Mark the checkboxes of every report that you wish to generate 
under the same schedule and click Schedule Marked Reports. 


3. Select the frequency (default "Never run") and a next run 
date/time (in the format shown on the "Current time on server.’ 
If you omit the time, reports are queued to run at midnight. ): 


@ Once, monthly, or weekly on the next run date 
@ Every [number of] days starting on the next run date 
@ Custom dates (up to 12 date/time entries) 


4. When the form is completed, click Save. 


Purpose 


Access 


Features 


Purpose 


Access 


Features 


View Saved Reports 


To view and/or delete reports that you generated as “Output as 
HTML report for later viewing in Saved Reports.” 


Reports > View Saved Reports 


@ Access reports for viewing on your browser. Use its links to 
view the criteria page and/or details, if any. 


@ Delete report once its information is no longer needed. 


View Report Log 


To view the status of all reports that you generated recently. 
(NOTE: A system administrator can view reports saved by all 
users.) 


The list is sorted by run times, the most recent first. Information 
includes the report names (both, given and system names), the 
user that generated it, start/end run dates, and completion status. 


Reports > View Report Log 


@ Refresh report log. This link is used to query the log again for 
a more recent status. 


@ Cancel report. Reports with a status of "Running" or "Waiting" 
display a "cancel" link (if they are in a state that allows 
cancellation). 
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Purpose 


See also 


Access 


EZ-Burst® Distribution 


To view or modify the EZ-Burst® distribution list for department 
and cost center report data. 


"EZ-Burst" is the term that refers to how an Organization Report is 
output — "burst" or sectioned off into individual sub-reports by 
department or cost center — then distributed by e-mail to a pre- 
configured mailing list (the EZ-Burst® Distribution). 


The EZ-Burst® Distribution identifies who are the recipients 
(personnel), which report sections they may receive, and how the 
sections will be e-mailed (by link or attachment). 


NOTE: A related output — "Personnel EZ-Burst®" — bursts the report by personnel. 
Members of a department and/or cost center due for distribution will have access to 
reports according to the EZ-Burst® option enabled in their Personnel record. 


(Organization) Personnel; (Tools) View Login Accounts 


Reports > EZ-Burst® Distribution 


How to... Add or Edit a Recipient 


1. For a new entry, click Add EZ-Burst® Recipient; to modify an 
entry, click the recipient's name. 


2. Follow wizard instructions to identify and/or review required 
information (move along setup pages using Next and Back). 


@ (Add only) Recipient's name. Click Select Personnel to choose 
a name from the list. 


@ EZ-Burst® mail option. Select how to send the report — asa 
link or as an attachment. To remove this person from the 
distribution list, select to disable this option and then finish 
setup. 


@ E-mail address. Use an SMTP-format as in 
name@company.com. 


@ Cost Centers and Departments. Select the organizations to be 
mailed as EZ-Burst® sections (use the arrows to move your 
selections; at least one cost center or department is 
required). 


3. Review your entries (use the Back link to return to any point in 
the setup and make corrections); when complete, click Finish. 
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1. Click Add Multiple EZ-Burst® Recipients. 


2. Follow wizard instructions to identify and/or review required 
information (move along setup pages using Next and Back). 


@ Recipient's names. Click Select Personnel to choose names 
from the list. 


@ Organization level to receive. Select whether to distribute 
reports for each recipient's Department or Cost Center. 


3. Review your entries (use the Back link to return to any point in 
the setup and make corrections); when complete, click Finish. 


= The wizard does not check if recipients have valid e-mail addresses. 
Whenever valid, recipients will receive an e-mail link to their portion of 
the report. 


1. Locate the name of the recipient you wish to remove. You may 
filter a long list by personnel name (starting with...). 


2. Click the delete x icon next to his or her name and confirm. 
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System Reports 


About This This section describes all standard reports (in alphabetical order): 


Section Account Code Detail 


Audit Trail 

Branch Summary 

Call Search 

Call Type 

Cost Center Summary 
Cost Distribution 

Date 

Department Summary 
Division Summary 
Duration Distribution 
Expensive Calls 
Extension Listing 
Extension Summary 
Frequently Called Numbers 
Incoming Call Distribution 
Incoming Traffic Analysis 
Longest Calls 
Organization Detail 
Outgoing Call Distribution 
Quality of Service 

Ring Time Analysis 
Telecom Manager Report 
Time of Day 

Trunk Group 

Unused Extensions 


FH HHH HHH HHH HHH HHHH HHH HHH 
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Account Code Detail Report 


Description This report provides information on call activity by accounts. Each 
account is linked to a detailed page, with selectable columns. 


The report is useful in billing those accounts for telephone usage, 
with/without markups as set up for each individual account. 


Summary page sample: 


Account Code = || Account Name | Total Calls Total Duration | Total Cost 


123400 00:20:00 $45.00 


5678 Veramark = 00:35:00, $10.00 


Report details sample (standard columns *): 


Account Code: 1234 
Cost Extension Used Call Type 


| 


| 
| 


* Optional columns include: account code, trunk, call direction, switch, carrier, ring time, VoIP, 
abandoned, default rated, unanswered, special code, queue time, auth code call. 


Criteria Database (current or archive period, if available) 
Call record selection: 


@ Dates (predefined, range, or number of days) 
@ Switch (all or specific entry selected from list) 
@ Account code (may use wildcards % = many or ? = single digit) 
@ Sort by (Account Code or Account Name) 
Details to include in report (select the content and order of call detail 
record fields from the list of available fields) 


Output Standard and printable HTML format and e-mail distribution, with 


selectable columns 
EZ-Burst® distribution 
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Audit Trail Report 


Description This report is a simple listing of all activity for the selected users 
and system processes, within the specified time period. 


Logged activities include: 
@ logged in, logged out 


@ Added, edited, deleted, merged organization levels 2-5 
@ Re-costed call records 


Sample listing: 
= ‘Start Date/ Time = = IP Address | Login ID [ Operation | Details 
(11/17/2003 2:00:25 PM 


11/17/2003 2:01:36 PM 127.0.0.1 Mkt-555 
11/17/2003 2:10:38 PM 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 


Login ID (name of user or system process. May use ? or% as 
wildcards — for example: admin or % import% ) 


Details (name of record, as it exists in the database. May use ? or 
% as wildcards — for example: % phone% ) 


Operation (logged activity + database table, as shown below. May 
use ? or % as wildcards — for example: added % charge% ) 


Output Standard HTML format and e-mail distribution 


Branch Summary Report 


Description (For organizations that include five hierarchical levels) This report 
provides summary information at the branch level, useful to 
determine call centers’ activity at a glance. 


Sample section: 
Average Average | Average Total 


Duration Cost Per Cost Per Total Cost 
| Per Call | Call a Minute Charges =a 


Total Total Cost 


Duration 


Books Branch | 480 11843198 0:15:29 $3.30 «$0.21, $4,516.29 $000 $1,516.29 


Bimerench 383 96:27:34 0:1507 $225 $015  $86166 $0.00 $061.66 


Call costs = base cost + call type markups; "charges" refers to the charge code charges from 
associated extensions/authorization codes. Total amount = cost + charges. 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Call direction (ALL, OUTGOING & TANDEM, INCOMING, 
INTERNAL, OUTGOING, TANDEM) 


@ Call type (ALL or specific entry selected from list) 


Output Standard HTML format and e-mail distribution 
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Call Search Report 


Description This report provides detailed information on call activity conforming 
to a wide range of selection criteria. It is a versatile tool, used to 
pinpoint details in problem areas discovered by other reports. 


The report is available in standard HTML and ASCII output, with 
selectable columns/fields. Sample report: * 


[ z E A Extension | Reported Dialed f = Fi | 

| Start Date/ Time 2 Duration Used SIE Nümber E Call sasaites fall fie Trunk i Cost i 
11/5/2003 7:01:45PM_ 0:06:57 | 1035 1-916-486-0900 SACRMNTO N, CA National 150 $0.28 
11/5/2003 7:02:18 PM | 0:10:42 | 4288 205-0214 HOUSTON, TX Incoming 410 


11/5/2003 7:02:18 PM 0:04:05 5068 394-6572 KEYS, FL Local 


* Other fields = switch, account code, base cost, dialed digits, call direction, abandoned, 
unanswered, default rated, ring time, queue time, special code, cost center, personnel, 
and auth code call (indicator). 


The ASCII file will contain one line per call record matching the 
selection criteria. Line contents will match the selected field order; 
included fields are separated by pipe symbols (|). 


=> An HT™L report can only output a maximum of 20,000 call records. There are no size 
limitations for ASCII output. 
Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization: 


@ Organization level (ALL or a specific level - with "All" or a 
specific entry selected from list) 


@ Include extensions and authorization codes assigned to: 
Any, Unassigned only, Direct to cost center only 
Personnel (select from list or enter names separated by ";" - 
may use wildcards % = many or ? = single character) 


Other call record selection: 


+ 


Switch (ALL or specific entry selected from list) 
Call direction (ALL or specific entry from list) 


+ 
@ Call type, trunk group, trunk (ALL or specific entry from list) 
@ Cost range (in the Server currency) 

+ 


Duration, queue time, and ring time ranges (in seconds, 
minutes:seconds, or hours:minutes:seconds) 


Continued... 


Selection 
Criteria 


(Continued) 


Output 


Call Search Report - continued 


@ Call destination (may use wildcards % = many or ? = single 
character) 


@ Extension (numbers separated by ";" - may use wildcards % 
= many or ? = single digit) 


@ Special code*, account code, or dialed digits (you may use 
wildcards % = many or ? = single digit) 


* Special codes are a 2-character "tag" used for reporting purposes. They can be 
placed in call records by custom switch formats or using the Special Call 
Processing function. 


Details to include (select content and order of fields — use the right 
and left arrows to include or remove a field, then the up and down 
arrows to line up their order): 


Default fields = date/time, duration, extension, dialed number, 
call destination, call type, trunk, cost 


Other fields = switch, account code, base cost, dialed digits, call 
direction, abandoned, unanswered, default rated, ring time, 
queue time, special code, cost center, personnel, auth code call 


Standard HTML format and e-mail distribution 
ASCII text (to local file - use the Browse button B® to select it) 


Call Type Report 


Description This report summarizes call activity by call types for selected 
switches. This report helps analyze telephone usage by type of call 
and should help in choosing calling plans and/or other telecom 
services to suit your needs. 

The main HTML page displays summary statistics for each switch 
selected. Summary statistics include total calls, total and average 
duration, total and average cost (per call and per minute). 


The switch name is hyperlinked to a page that shows summary 
statistics broken down by call types (grouped under their reporting 
names). * 


* Call types are associated with a switch site. They are derived from built-in and/or custom 
codebook rate plans, as well as from the Call Type (Rating) function, where you can set up 
their reporting names. 


CDR Source: Rochester 


| r : i 
Average Duration Average Cost Average Cost Per 
: Call Type 2 /|Total Calls} Total Duration Per Call Total Cost aE Per Per Call Minute 


CANADA 484 122100:36 O15.08, $10,394.42 $2148 $1.42 
Directory 382, 92:45:08 0:14:34 $238.45, $0.62 $0.04 
$45.61 $3.08 
$0.00 $0.00 
$0.62 $0.04 
$0.63 $0.04 


514:20:32 0:15:05 $0.00 $0.00 $0.00 


$0.62 $0.04 


tal 19,589 4,898:31:24 2:15:00 $ | 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization selection: ALL or a specific level / entry 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Extension (numbers separated by ";" - may use wildcards % 
= any or ? = single digit) 


Output Standard HTML format and e-mail distribution 
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Cost Center Summary Report 


Description This report provides summary information at the cost center level, 
useful to determine call centers' activity at a glance. 


The report is available in HTML and ASCII formats; both contain 
summary statistics for each cost center selected. 


Sample HTML section: 


| | Average Average Average | 
ane a RTTE Duration Cost Per Cost Per Total Cost | charges | Total Cost 
Same = | Per Call i Call Minute =aarges | 


Corran 389 BLAMII 0:14:09 S256 S018 $994.68 $0.00 $994.68 
Cor2sales1 383 96:27:54 0:15:07 $2.25 $015 $861.66 $0.00 $861.66 


C015-Sales2 TE $2.85 $0.20 $1,283.99 $0.00 $1,283.99 
C019-Mktg © 460 118:43:58 0:15:29 $3.30 $0.21) $1,516.29, $0.00) $1,516.29 


The ASCII report contains one line per call record matching selection 
criteria; fields are separated by pipe symbols (|). 


Call costs = base cost + call type markups; "charges" refers to the charge code charges from 
associated extensions/authorization codes. Total amount = cost + charges. 
Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (filter by department, if level exists) 
Other selection: 
@ Switch (ALL or specific entry selected from list) 


@ Call direction (ALL, OUTGOING & TANDEM, INCOMING, 
INTERNAL, OUTGOING, TANDEM) 


@ Call type (ALL or specific entry selected from list) 


Output Standard HTML format and e-mail distribution 
ASCII text (to local file - use the Browse button fee) to select it) 
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Cost Distribution Report 


Description This report summarizes call activity by various cost ranges, within 
the selected report criteria. It provides a basis to track expensive 
calls. Its graphs provide useful, at-a-glance display of trends for 
presentations. 


The top level displays 
summary statistics by 
switch. 


Each switch name, drills 
down to a page that 
may include a bar graph 
(total calls vs. cost 
range), followed by rows 
of summary statistics 
for various cost ranges 
— see sample below. 


a 
E] 
o 
© 
= 
© 
j= 


Cost Range 


Switch: Rochester 


Average Cost Fer) Average Cost Fer 
Total Cost Average Cost Per| Avera le Cost Per 
as Minute 


Average | 
Cost Range = Total Calls Total Duration | Duration Per | 


$0.23 Ro.02 


$20.00 - $49.99 153:01:03 0:15:43. $19,792.61 $33.89 $2.16 


$50.00 + 0:23:10 $32,261.63, $71.38 $3.08 
Total | 19,589 4,898:31:24 0:15:00 $62,084.76 $3.17 $0.21 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Extension (numbers separated by ";" - may use wildcards % 
= any or ? = single digit) 


@ Graph (mark box to include) 


Output Standard HTML format and e-mail distribution 


Date Report 


Description This report summarizes call activity by date, within the selected 
report criteria. It helps analyze daily call distribution. The graph 
option provides useful, at-a-glance display of trends for 


Switch: Rochester 


presentations. 


The top level displays 
summary statistics by 
switch. 


Each switch, in turn, 
drills down to a page 
that may include a bar 
graph (total calls vs. 
date), followed by rows 
of summary statistics 
for every day in within 
the dates selected. 


Total Duration 


Total Calls 


W acas 


oF il A y 
11/1/2003 11/2/2003 


11/3/2003 11/4/2003 


Date 


11/5/2003 


Average ee ssi Per 
Duration Per Call Per Call Call} _ Total Cost 


Average Cost Per| 


| Minute | 
11/1/2003 _ 1,280 | 318:13:02 0:14:55 $3,694.57 "$2, 89 $0.19 
11/2/2003 J 1,277 | 325:29:57, 0:15: 18, $3,995. 62 $3. 13, $0.20 
11/3/2003 1,298 | 319:15:34 0:14:45) $3,967.96 $3.06 $0.21 
11/4/2003 1,270 | 318:00:49 0:15:01, $4,496.19 $3.54 $0.24 
11/5/2003 1,279 | 311:26:58 0:14:37 $3,213.68 $2.51 $0.17, 
Totals 6,404 1,592:26:20 0:14:55 $19,368.02 $3.02 $0.20 
Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
@ Call record selection: 
@ Switch (ALL or specific entry selected from list) 
@ Graph (mark box to include) 
Output Standard HTML format and e-mail distribution 
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Department Summary Report 


Description (For organizations that include at least three hierarchical levels) 
This report provides summary information at the department level, 
useful to determine call centers’ activity at a glance. 


The report is available in HTML and ASCII formats, listing summary 
statistics for each department selected. 


Sample HTML section: 


= — E i 7 a tae 
Average | Average Average Total | 


Department Total F 
Department Total Total Duration Cost Per Cost Per Total Cost Total Cost 


Name = Calls Duration “Per Call Seal “Minute. Charges 


Marketing | 460. 118:43:58. 0:15:29 $3.30 $0.21, $1,516.29, $0.00, $1,516.29 
108:08:24 0:14:25 $2.85 $0.20 $1,283.99 $0.00 $1,283.99 


The ASCII report contains one line per call record matching selection 
criteria; fields are separated by pipe symbols (|). 


Call costs = base cost + call type markups; "charges" refers to the charge code charges from 
associated extensions/authorization codes. Total amount = cost + charges. 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (filter by division, if level exists) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Call direction (ALL, OUTGOING & TANDEM, INCOMING, 
INTERNAL, OUTGOING, TANDEM) 


@ Call type (ALL or specific entry selected from list) 


Output Standard HTML format and e-mail distribution 
ASCII text (to local file - use the Browse button fee) to select it) 


Division Summary Report 


Description (For organizations that include at least four hierarchical levels) This 
report provides summary information at the division level, useful to 
determine call centers' activity at a glance. 


Sample section: 


Total Average Average Average Total 
Total Cost zi 


| Duration Cost Per Cost Per Total Cost charge 
| Per Call Call Minute SUES | 


8igTop OW 383 9627:34 0:15:07 $225 $015 «$861.65 $000 $051.65 


Division 
Name = Duration 


Cardinal Dv 460 1318:4358 0:15:29, $330 $021 $4,516.29, $0.00 $1,516.29 


Call costs = base cost + call type markups; "charges" refers to the charge code charges from 
associated extensions/authorization codes. Total amount = cost + charges. 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (filter by branch, if level exists) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Call direction (ALL, OUTGOING & TANDEM, INCOMING, 
INTERNAL, OUTGOING, TANDEM) 


@ Call type (ALL or specific entry selected from list) 


Output Standard HTML format and e-mail distribution 


Duration Distribution Report 


Description This report summarizes call activity by various duration ranges, 
within the selected report criteria. It provides a basis to track 
lengthy calls. Its graphs provide useful, at-a-glance display of 
trends for presentations. 


The top level displays 
summary statistics by 
switch. 


Each switch drills down 
to a page that may 
include a bar graph 
(total calls vs. duration 
range), followed by 
rows of summary 
statistics for various 
duration ranges. 


Total Calls 


Duration Range 


W calis 


Switch: Rochester 


Duration Range z R Average | Average Co “| Average Cost 
Total Calls Total Duration Duration Per Call Total Cost Per Call Per Minute 


00:00 - 00:59 
01:00 - 02:59 41:29:13 
03:00 - 04:59 91:45:48 
05:00 - 09:59 430:04:35 
10:00 - 19:59 1,628:36:14 


20:00 - 44:59 2,701:37:10 $33,745.48 $5.19 $0.21 
45:00 - 59:59 0 $0.00 $0.00 $0.00 
60:00 + $0.00 $0.00 


Tot 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Extension (numbers separated by ";" - may use wildcards % 
= any or ? = single digit) 


@ Graph (mark box to include) 


Output Standard HTML format and e-mail distribution 
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Expensive Call Report 


Description This report provides detailed information on the 25 most expensive 
calls for the selected switches and/or extensions, within the 
specified period. 


tå | Duration | Start Date/ Time | Dialed Number Call Destination | Extension Used j Personnel 
= 34 0:25:07 11/11/2003 1:31:08 PM oe 39554238903 are MARINO 1398 [Room $1-1398 
ess 84 z= 27:57 a 8:04:59 ep 81355439209 a E mesm Samue 
EE 06 aaa 26:12 SE 2:44:12 PM i 81355439209 rn a Room C 1369 
Criteria Database (current or archive period, if available) 


Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 

@ Switch (ALL or specific entry selected from list) 


@ Extension (numbers separated by ";" - may use wildcards % 
= many or ? = single digit) 


@ Exclude extension (numbers separated by "; 
wildcards % = many or ? = single digit) 


- may use 


Output Standard HTML format and e-mail distribution 
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Extension Listing 


Description This report provides a simple listing of telephone switch extensions, 
with selectable columns/fields. 


It is useful as a "phone directory" of your organization. 
Sample listing: 


| Personnel Name 2 | Cost Center | Extension | 


Aaron, Samuel CC126 5006 
Abel, Jamie CC129 5009 
Anders, Brenda ‘CC082 3232 


Criteria Database (current or archive period, if available) 


Organization selection: ALL or a specific level / entry 
Other selection: 

@ Switch (ALL or specific entry selected from list) 

@ Mark box to exclude unassigned extension records 
Details to include: 


Select content and order of fields — use the right and left arrows 


to include or remove a field, then the up and down arrows to line 
up their order. 


Select from: switch, extension, personnel, cost center and any 
active higher levels (department, division, branch) 


Output Standard and printable HTML format and e-mail distribution 
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Extension Summary Report 


Description This report summarizes call activity by extensions used and other 
selection criteria. 


The main HTML page will list summary statistics for each switch. 
Each switch, in turn, drills down to summary statistics for each of 
the selected extensions. 


Sample section: 


Extension = : Total Calls | Total Duration 


Average Duration| Average Cost | Average Cost 
Per Call | Per Call | Per Minute Total Cost 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization selection: 


@ Organization level (ALL or a specific level - with "All" or a 
specific entry selected from list) 


@ Include extensions and auth codes assigned to: 
- Any, Unassigned only, Assigned directly to cost center only 
- Personnel (select from list) 


@ Mark box to suppress personnel, extensions, and 
authorization codes without calls or charges 


Other selection: 
@ Switch (ALL or specific entry selected from list) 
@ Call direction (ALL, INCOMING, INTERNAL, OUTGOING) 


@ Extension used (numbers separated by ";" - may use 
wildcards % = many or ? = single digit) 


Output Standard HTML format and e-mail distribution 
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Frequently Called Numbers Report 


Description This report pinpoints the top 25 called numbers on a switch-by- 
switch basis. 


It should help in choosing better calling plans, dedicated lines, 
and/or other telecom services based on actual needs. 


CDR Source: Rochester 


| Average 
: Average Cost; Average Cost 
Total | Duration Per Total Cost Average Cost} Average Cost 


Call Per Call Per Minute 


383-7382 108:28:36 0:15:02 $182.93 $0.42 $0.03 


Duration 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Extension (numbers separated by ";" - may use wildcards % 
= many or ? = single digit) 


@ Exclude extension (numbers separated by ";" - may use 
wildcards % = many or ? = single digit) 


Output Standard HTML format and e-mail distribution 
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Incoming Call Distribution Report 


Description This report summarizes incoming call activity by call destination of 
origin. It provides an at-a-glance analysis of where your calls are 
coming from. 


The main HTML page lists summary statistics for each switch. The 
switch name is hyperlinked to a page that shows summary statistics 
for incoming calls, distributed by call destination of origin. 


| Average | | Average | Average 
Call Destination Total Calls |Total Duration) Duration Per Total Cost Cost Per | Cost Per 
Minute 


Location | 


415 SAN FRANCISCO 


604 BRITISH COLUMBIA 35:34:01 0:08:18 $3,881.10 $15.10 $1.82 
916 (CALIFORNIA (SACRMTO) 153:01:03 —-0:15:43 $19,792.61 $33.89. $2.16 
Tota | | i | 1,898: 1:24 2153: ) 62 34.76. 17 21 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 
Switch (ALL or specific entry selected from list) 
Call type (ALL or specific entry selected from list) 
Trunk (ALL or specific entry selected from list) 


+ © © 4 


Minimum cost (base cost + call type adjustments - in the 
Server currency) 


@ Minimum duration (in seconds, minutes:seconds, or 
hours:minutes:seconds) 


@ Extension (numbers separated by ";" - may use wildcards % 
= many or ? = single digit) 


@ Account code (may use wildcards % = many or ? = single 
digit) 


Output Standard HTML format and e-mail distribution 
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Incoming Traffic Analysis Report 


Description This report summarizes incoming call activity (answered and 
unanswered), for the selected criteria. This information can be used 
to analyze call response times, by time of day. 


The top level displays 


summary statistics by ped | | 

switch. 320 | M 
360 ] 

Each switch drills down = | | 


to a page that may 
include a bar graph 


Total Calls 


(total calls vs. time of i 
day), followed by rows a l Galli Fi 
of summary statistics e0 

r 30 
for each hour in the 0 
da 03:00 - 03:59 07:00 - 07:59 11:00 - 11:59 15:00 - 15:59 19:00 - 19:59 23:00 - 23:59 

Y. Time of Day 
B Answered i | Unanswered 


Switch: Rochester 


; : | Answered Ring| | Percent 
Time of Day —_,,. | Calls Answered | Percent Answered dostaad i Hle Se 


Time | Unanswered Unanswered 


08:00 - 08:59 296 257 86.8 0:39:02 39 13.2 


15:00 - 15:59 504 421 


16:00 - 16:59 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Extension (numbers separated by ";" - may use wildcards % 
= many or ? = single digit) 


@ Graph (mark box to include) 


Output Standard HTML format and e-mail distribution 
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Longest Call Report 


Description This report provides detailed information on the 25 longest calls for 
the selected switches and/or extensions, within the specified 
period. 


Duration = Cost a Start Date/ Time | Dialed Number Dialed Number | Call Destination | Extension Used Used | Personnel | 


0:30:00 11/3/2003 4:08:52 PM 987-0234 ROCHESTER, NY 


$1.20 11/7/2003 10:47:38 PM 1-315-654-7892 CAPEVINCNT, NY 1490 [Direct to: CC010] 
0:30:00 $1.20 11/10/2003 2:53:53 PM 1-713-385-4351 HOUSTON, TX 1253 FAX 111-1253 


Criteria Database (current or archive period, if available) 


Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 

@ Switch (ALL or specific entry selected from list) 


@ Extension (numbers separated by ";" - may use wildcards % 
= many or ? = single digit) 


@ Exclude extension (numbers separated by "; 
wildcards % = many or ? = single digit) 


- may use 


Output Standard HTML format and e-mail distribution 
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Organization Report 


Description This report provides summary and detailed information on call 
activity by organization members. 


This report is highly customizable. It is available in standard and 
printer-friendly “? HTML format with selectable columns/fields, as 
well as in ASCII text format. 


The standard HTML report is organized into a series of "drill-down" 
summaries, starting with the highest level selected all the way down 
to the Personnel level. 


If details are not suppressed, personnel names link to a page 
showing call details — as in the sample below.  » 


Cost Center | | Average Average Cost |Average Cost Per| Total Total Total 
Name = i | Duration Per Call Per Call Call Per Call Minute Cost Charges Amount 


ccoo1 } 2, 0:30: 0:15:00 ~ $7.50 $0.50 $15.00 $3.50 $18. 50] 


| Desin | Total | Total MAEA Average Cost |Average Cost Per Eroan Total 
| Calls | Duration | Duration Per Call Per Call Minute Cost Charges 


CENAE 0:20:00 0:20:00 $10.00 $0.50 $10.00 $0.00 $10.00 
Anton, Marissa | 1| 0:10:00 0:10:00 $5.00 $0.50 $5.00 $3.50 $8.50 


Cost Center Name: CC001 Personnel Name: Anton, Marissa 


Start date/ Time 2 Duration Dialed Number Call Destination Call Type Cost Extension Used LEGG! | 


11/2/2003 9:21:15 AM 0:08:00 1-203-577-9856 WATERBURY, CT Mo pm 1031 


(1) Printer-friendly format concatenates individual "drill-down" pages into one long HTML file, 
with nicely formatted breaks and page numbers. (NOTE that large reports may still have to 
be split into multiple, printable HTML files, each with links to the next file in the series.) 


(2) Call costs = base cost + call type markups; "charges" refers to the charge code charges 
from associated extensions/authorization codes. Total amount = cost + charges. 


(3) Standard fields are shown; however, these are selectable. Optional fields include switch, 
trunk, ring time, queue time, VoIP, abandoned, unanswered, default-rated, direction, 
special code, base cost, account code, and auth code call (indicator). 


The ASCII text will contain one line per call record matching the 
selection criteria. Line contents will match the selected field order; 
included fields are separated by pipe symbols (|). 


Continued... 
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Criteria 


Organization Report - continued 


Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization selection: 


@ Organization level (ALL or a specific level - with "All" or a 
specific entry selected from list) 


@ Include extensions and auth codes assigned to: 
- Any, Unassigned only, Assigned directly to cost center only 


- Personnel (select from list or enter names separated by “;” 
— may use wildcards % = many or ? = single character) 


@ Whether or not to suppress personnel, extension, and 
authorization code records with no calls and no charges 


@ Extension (numbers separated by ";" - may use wildcards % 
= many or ? = single digit) 


Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Call direction (ALL, OUTGOING & TANDEM, INCOMING, 
INTERNAL, OUTGOING, TANDEM) 


@ Call type (ALL or specific entry selected from list) 
@ Cost range (in the Server currency) 


@ Extension used (numbers separated by ";" - may use 
wildcards % = many or ? = single digit) 


@ Mark box to include cost center call adjustments 
Details to include in report: 
@ Mark box to include call type summaries 


@ Personnel summary field selection (employee number, net 
logon, e-mail address) 


@ Mark box to suppress call details 


@ If call details are not suppressed, call detail field selection: 
- Default = start date/time, duration, dialed number, call 
destination, call type, cost, extension used 
- Other = switch name, trunk, ring time, queue time, VoIP, 
abandoned, unanswered, default rated, call direction, 
special code, base cost, account code, auth code call 
(indicator only). 


Continued... 
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Output 


Organization Report - continued 


Standard and printable HTML format and e-mail distribution, with 
selectable columns 


EZ-Burst® or Personnel EZ-Burst® (optionally, enter a notification 
e-mail address) - see note below. 


ASCII text (to local file - use the Browse button fee) to select path) 


=> A "Personnel EZ-Burst®" may generate a large number of e-mail messages. 


Your system has a limit of 1,000 e-mail messages per report output; if a report 
exceeds this limit, it will be cancelled. 


You can configure the Personnel EZ-Burst® feature so that reports will generate a 
single notification e-mail, instead of separate e-mail messages for each report 
recipient. To do so: 


(1) Configure the Personnel record of every potential report recipient with a network 
login and an EZ-Burst® option to receive e-mail links to reports. 


(2) When creating a report with Personnel EZ-Burst® output, provide a notification 
e-mail address (the recipient of this message can then notify others that report 
completed and available via the Available Reports page). 


Recipients NOT configured with network logins OR e-mail links to reports will get 
individual e-mail messages, even if there is a notification e-mail address associated 
with the report output. 
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Outgoing Call Distribution Report 


Description This report summarizes outgoing call activity by call destination 
called. It provides an at-a-glance analysis of where your calls are 
going. 

The main HTML page lists summary statistics for each switch. 
Summary statistics include total calls, total and average duration, 
total and average cost (per call and per minute). 


The switch name is hyperlinked to a page that shows summary 
statistics for outgoing calls, distributed by call destination. 


| Average | Average 
Call Destination Total Cost Cost Per | Cost Per 
| Minute 


BRITISH COLUMBIA 257 35:34:01 0:08:18 $3,881.10 $15.10 $1.82 
| 9 58 i 


BRITISH COLUMBIA : 
153:01:03 0:15:43| $19,792.61. $33.89) $2.16 
0:23:10 $32,261.63 $71.38 $3.08 
62,084.76. 7 21 


CALIFORNIA (SACRMTO) 


4 FIABE © 0:15:00 $62,084.76 d 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 
Switch (ALL or specific entry selected from list) 
Call type (ALL or specific entry selected from list) 
Trunk (ALL or specific entry selected from list) 


+ © ¢ ¢ 


Minimum cost (base cost + call type adjustments - in the 
Server currency) 


@ Minimum duration (in seconds, minutes:seconds, or 
hours:minutes:seconds) 


@ Extension (numbers separated by ";" - may use wildcards % 
= many or ? = single digit) 


@ Account code (may use wildcards % = many or ? = single 
digit) 


Output Standard HTML format and e-mail distribution 
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Quality of Service Report 


Description This report summarizes statistics used in monitoring the quality of 
digitized voice transmissions. 


=> this report only provides data for switches that handle "VoIP calls" and provide call 
records with quality of service (QoS) data. Data calls or voice calls without QoS 


data — for example, any calls handled by the switch over analog lines — are 
excluded from the report in order to avoid askew statistics. 


The main HTML page will list switch QoS statistics: 


Packets lost and CDRs over packets lost threshold. 
A "packet" is a unit of digitized voice data; lost packets — 
typically, due to traffic "collisions" — contribute to garbled 
communications. 
This report represents "packets lost" as a percentage (the 
ratio of packets NOT received over all packets sent during a 
phone call). The report keeps count of phone calls that 
register lost packet percentages greater than the specified 
threshold, and then calculates their ratio over all calls. An 
industry-standard threshold is 5% of lost packets during a 
phone call. 


Jitter average and CDRs over jitter threshold. 
"Jitter" measures the time (in milliseconds) between packet 
transmissions during a phone call. It serves as a gauge for 
the evenness of voice data flow; an uneven flow contributes 
to "jittery" or choppy phone calls. 
This report averages the overall "jitter" data compiled for the 
switch, and then reports the percentage of calls that register 
a jitter average greater than the specified threshold. An 
industry-standard threshold is 125 milliseconds average 
jitter. 


Latency average and CDRs over latency threshold. 
"Latency" measures the time (in milliseconds) that it takes 
for a packet of information to reach its destination; long 
delays contribute to speaker and listener talking over each 
other. 
This report averages the overall "latency" data compiled for a 
switch, then reports the percentage of calls that register a 
latency average greater that then specified threshold. An 
industry-standard threshold is 250 milliseconds average 
latency. 


The switch name will be hyper-linked to the extension page, which 
provides similar information for the list of switch extensions. 


Continued... 
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Quality of Service - continued 


. 5 Packets CDRs Over Jitter Average | CDRs Over Jitter | Latency Average aiie ioc 
Switch = Packets Lost 


Latency 
(Milliseconds) (Milliseconds) 
Lost Threshold Milliseconds Threshold Milliseconds Threshold 


mam |0.00% ooo lo jooon lo. o 


(Showing only extensions with problems) 


Switch: Rochester 


Extension- Packets |CDRs Over Packets| Jitter Average CDRs Over Jitter | Latency Average | CDRs Over Latency 
So Lost Lost Threshold (Milliseconds) Threshold (Milliseconds) Threshold 


102 3.40% 0.00% 6.00 100.00% (141.25 0.00% 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Call direction (ALL, OUTGOING & TANDEM, INCOMING, 
INTERNAL, OUTGOING, TANDEM) 


Threshold selection: 


@ Packets lost (percentage of packets not received over all 
packets sent - default = 5 %) 


@ Jitter (average time between packets - default = 125 
milliseconds) 


@ Latency (average time for a packet to reach destination - 
default = 250 milliseconds) 


Output Standard HTML format and e-mail distribution 
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Ring Time Analysis Report 


Description This report provides the number and percentages of answered and 
unanswered calls, distributed over ring time ranges. 


This report shows how long your callers wait to be answered - if at 
all - and should help in making staffing and/or phone line purchase 
decisions. 


The top level displays summary statistics by switch. Each switch 
drills down to summary statistics, distributed over various ring time 
ranges (in seconds) - see example below: 


Percent Calls Percent 
Answered Unanswered Unanswered | 


Ring Time 2 Total Calls | Percent of Total Calls Answered 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Extension (numbers separated by ";" - may use wildcards % 
= many or ? = single digit) 


Output Standard HTML format and e-mail distribution 
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Telecom Manager Report 


Description This report provides information on system status, exceptional calls 
and other conditions that may require attention. 
The top level provides the list of requested switches, with links to 
detailed pages, sectioned as in this example: 


Call Direction = Total Calls Total Duration Total Cost 


Five most expensive calls 


ost = Duration Dialed Number Call Destination Extension Used Personnel Name 


0:28:07 01139554238903  |ITALY/SAN MARINO 138 [Unassigned] = 


Five longest calls 


0:29:41 011-39554238903  |ITALY/SAN MARINO [Unassigned] 
138 


Duration = Cost Dialed Number Call Destination | Extension Used Personnel Name 
$1.20 
$0.00 
$0.75 


Trunks that had no activity 


Oldest call record 


9/18/2003 12:00:52 AM 


Criteria Database (current or archive period, if available) 


Dates (predefined, range, or number of days) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Exclude extension (numbers separated by ";" - may use 
wildcards % = many or ? = single digit) 


Output Standard HTML format and e-mail distribution 


2-35 


Time of Day Report 


Description This report summarizes call activity for each hour of the day, within 
the selected report criteria. This report helps analyze telephone 
usage and costs, distributed throughout the day. Its graphs provide 
useful, at-a-glance display of trends for presentations. 


The top level displays 
summary statistics by switch. 


Each switch drills down to a 
page that may include a bar 
graph (total calls vs. time of 
day), followed by rows of 
summary statistics for each 
hour in the day. 


Total Calls 


03:00 - 03:59 07:00 - 07:59 11:00 - 11:59 15:00 - 15:59 19:00 - 19:59 23:00 - 23:59 


Time of Day 


E acas 


Switch: Rochester 


= = . i - Per | 
Time'of Day £ Total Duration Average Duration Total Cost Average Cost Per | Average Cost Per 


Per Call (E | Call Minute 
10:00 - 10:59 | 1,431 362:55:30 0:15:13 $3,814.42 $2.67 $0.18 
11:00 - 11:59 1,422 363:22:51 0:15:20 $4,903.21 $3.45 $0.22 
12:00 - 12:59 874 214:46:32 0:14:45 $3,431.67 $3.93 $0.27 
13:00 - 13:59 1,414 343:46:23 0:14:35 $5,159.08 $3.65 $0.25 
14:00 - 14:59 1,444 368:37:56 0:15:19 $5,043.22 $3.49 $0.23 
15:00 - 15:59 1,406 342:57:16 0:14:38 $4,472.66 $3.18 $0.22 


Criteria Database (current or archive period, if available) 


Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 

@ Switch (ALL or specific entry selected from list) 


@ Call direction (ALL, OUTGOING & TANDEM, INCOMING, 
INTERNAL, OUTGOING, TANDEM) 


@ Extension (numbers separated by ";" - may use wildcards % 
= any or ? = single digit) 


Graph (mark box to include) 


Output Standard HTML format and e-mail distribution 


2-36 


Trunk Group Report 


Description This report summarizes telephone line activity by trunk group, 
within the selected report criteria. This report helps analyze trunk 
line usage grouped by trunk group. 


The main HTML page lists summary statistics for each switch 
selected. The switch name is hyperlinked to a page that shows 
summary statistics for each of its trunk groups; trunk group names, 
in turn, “drill down” to summary statistics for each trunk member of 
the group. 


Switch: Rochester 


| Average | ii | | 
Trunk Group Average Average Cost Average Cost 
Name = Total Calls Total Duration ea Per Total Cost Per Call Per Minute 


[Unassigned] ee 0:00:00 0:00:00 $0.00 $0.00 $0.00 


| c d 3 | | 


Switch: Miami Trunk Group Name: TG55 


| Total Average Duration Per Average Cost Average Cost 
| aee a Ta sle Duration Call Tee cee Per Call Per Minute 


a RR RCTS 0:15:49 $1,238.27 $6.69 $0.42 


Criteria Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Call record selection: 
@ Switch (ALL or specific entry selected from list) 


@ Call direction (ALL, OUTGOING & TANDEM, INCOMING, 
INTERNAL, OUTGOING, TANDEM) 


@ Trunk group (ALL or specific entry selected from list) 


Output Standard HTML format and e-mail distribution 
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Unused Extensions Report 


Description This report is a simple listing of extensions that had no activity for 


Criteria 


Output 


the specified period and organization criteria. 


No activity means that the extension was not involved in a phone 
transaction in the specified "direction" (incoming, outgoing, etc.) 


The report displays four columns — for example: 


Switch Name = i I Personnel 


Rochester [Unassigned] 


Cost Center 


[Unassigned] 


| Rochester [Unassigned] 


[Unassigned] 


Rochester [Unassigned] | 


[Unassigned] 


Rochester [Unassigned] 


[Unassigned] 


Rochester [Unassigned] | 


[Unassigned] 


| Rochester [Unassigned] 


Database (current or archive period, if available) 
Dates (predefined, range, or number of days) 
Organization (ALL or a specific level / entry) 
Call record selection: 

@ Switch (ALL or specific entry selected from list) 


[Unassigned] 


@ Call direction (ALL, OUTGOING & TANDEM, INCOMING, 


INTERNAL, OUTGOING, TANDEM) 


Standard HTML format and e-mail distribution 
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Report Applications and Benefits 


Spot 


telephone 


abuse 


Stop 
facility 
misuse 


Optimize 
networks 


Calls to dial-up recordings, calls placed by unauthorized personnel, 
and excessive personal calls are all forms of “abuse.” 


The following reports are helpful in determining if abuse exists: 


Outgoing Call Distribution Report - check if there are too 
many calls to 09xx dial-up services. If warranted, follow up with a 
Call Search Report (criteria: details for this type of call). 


> if you create a “call type” for 09xx numbers, you can use a Call Type Report to 
check on these calls. 


Time of Day Report - check for after-hours calls. Too many? If 
warranted, follow up with a Call Search Report (criteria: details for 
after-hour calls). 


“Misuse” refers to unknowingly placing calls that incur excess usage 
charges. They normally occur because of misunderstanding on the 
part of the user or they may occur because the automatic route 
selection or least cost routing programmed at the switch is incorrect. 


The following reports are helpful in spotting facilities misuse: 


Call Type Report - select switch. Check long distance calling 
patterns vs. the call type (of interest). Follow up with a Call 
Search Report (criteria: switch, city code). Shouldn’t these calls 
use different trunks/trunk groups? 


Frequently Called Numbers Report - select switch, call 
direction = outgoing, call type (of interest). Check details on the 
most frequently dialed long distance numbers that use your basic 
rate plan. Should you explore cheaper alternatives? 


A well-designed network should have a good mix of telephone 
services that are reasonably available even during busy hours. In the 
case of Voice-over-IP networks, providing clear, consistent delivery of 
voice communications is an added goal. 


The following reports are helpful in optimizing networks. 


Trunk Group Report - select switch. Monitor activity. If the load 
for a group is too light, it may justify canceling the service. 


Ring Time Analysis Report - monitor traffic on each hour of the 
day (answered vs. unanswered calls, average ring time) check if 
the number of trunks you have are delivering the desired service 
during the busiest hour of the day. 


E> this report provides data only in systems with switches that have answer supervision 
and output “ring time” information. 
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Optimize 
networks 
(continued) 


Allocate 
costs 


Quality of Service Report - monitor the quality of digitized voice 
transmissions using specified thresholds for QoS. This report will tell 
you the percentage of calls that fall into — as well as exceed — QoS 
statistics. Particular items to consider: 


- Monitor that loads do not exceed the supplied "packets 
lost" threshold (the loss of too many packets of digitized 
voice information could result in missing or garbled words). 


- Monitor that loads do not exceed the supplied "jitter" and 
"latency" thresholds (many VoIP switches buffer voice data 
to manage its smooth delivery. Buffering data must weigh 
the advantage of providing fuller transmissions that are 
evenly spaced vs. introducing too much lag-time between 
speaker and listener, who could otherwise talk over each 
other). 


=” This report provides data only in systems with VoIP switches that output “lost 
packets,” "jitter," and "latency" measurements. 


Departments and cost centers are often accountable for expenses 
incurred and need to remain within their respective budgets. Some 
companies operate individual cost centers on a profit basis, making 
expense accountability mandatory. 


The Organization Report is most useful for cost allocation and 
charge back to internal departments. Other applications include: 


@ Allow reimbursements - print and distribute detailed reports 
for selected personnel to allow them to reimburse the 
organization for personal calls. 


@ Reconcile monthly bills - compare departmental summaries 
with telephone bills; should there be sizable discrepancies, 
obtain detailed information to claim a credit for overcharges 
by your local Telco or long distance carrier. 


@ Resolve problems - provide department heads with “on 
demand” details to help them solve special problems as they 
occur; for instance, all calls made by employee “X” between 2 
PM and 4 PM since yesterday. 


@ Proof of use - use report details to prove that calls were 
placed from your organization. This is ideal in situations that 
require you to prove attempts were made to contact a 
disgruntled customer or supplier. 


@ Measure productivity - use summary information on outgoing 
and/or incoming calls to conduct “productivity audits” on your 
salespeople, bill collectors, customer support, telemarketers, 
etc. Your top producer’s calling patterns can serve as a model 
for others to follow. 
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Presenta- 
tions 


Bill back 
tenants 


Bill back 
clients 


Some reports’ graphic capabilities are ideal for presentations of your 
company’s telephone usage and expenses. You can output charts, 
and then use your browser capabilities to save screen images to 
other applications, such as MS PowerPoint. 


Today’s technologies allow telephone equipment to be shared by 
multiple users. This is called reselling and until recently, it was 
limited to the lodging industry. Hospitals, universities, or complexes 
with shared facilities (such as condominiums for housing or office 
space) can be served by a single switch with shared access to WATS 
lines or other discounted long distance services. 


Organization or Account Code Detail Report - useful to 
charge calls placed by patients, students, or tenants (as the case 
may be). Preparation: you can either (1) define their rooms, 
offices, and/or suites as cost centers, and then use the 
Organization Report or (2) provide them with account or 
authorization codes and “force” their use at the switch, then use 
the Account Code Detail Report. Use the “EZ-Burst™” feature of 
these reports by cost center or account for distribution as the 
actual phone bill. 


=> if you use authorization codes and want them reported as account codes to use the 
markup feature, you can use the (Processing) Switches function to change the 
interface that interprets authorization codes for account codes. 


Calls are frequently placed on behalf of clients or particular projects. 

Professional service departments must be able to account for their 

time in order to bill their clients. A report on these calls can result in 

recovering hundreds of dollars that may otherwise go unbilled. 
Account Code Detail Report - Preparation: to "bill back" for 
calls placed by your staff on behalf of clients or projects, you 
should set up account codes and appropriate markups/charges 
and “force” their use at the switch. Use the “EZ-Burst™” feature 
by account for distribution as the actual phone bill. 
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3 Organization 


About This The chapter describes the functions under the Organization menu. 
SETS Personnel 

Cost Center 
Department 
Division 

Branch 

Extensions 

Charge Codes 
Authorization Codes 


Account Codes 


OAE A A SE SE SEE SEE SEE SE G 


Organization Level Names 
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Personnel 


Purpose To view or modify the table of level-1 Organization entries. 


“Personnel” is a user-definable term for the individuals in your 
organization that are charged for calls and extension features They 
can also be set up as recipients of EZ-Burst® reports and/or with 
login accounts to access the application. 


See also (Organization) Organization Level Names; Cost Center; Extensions; 


Authorization Codes; (Data) Export Data; Import Data; (Tools) View 
Login Accounts, Global Settings; (Reports) EZ-Burst® Distribution 


Access Organization > Personnel 


1. From the Personnel page, click Add Personnel and enter a name 


(1 to 50 characters). 


= we recommend a standard format for name entries ("last name, first name" as 
in Doe, Jane) so that your list can be ordered by last name. 


2. Select its "parent" cost center. 
3. Optionally, enter: 


@ E-mail address (use an SMTP-format, for example: 
"name@company.com") 


@ Employee number (1 to 25 characters) 
@ Network login (in the format "domain\username") 
@ EZ-Burst® option (disabled, e-mail links, or e-mail reports) 


=> Network logins are used to have Windows authenticate users when accessing 
the application or reports distributed via e-mail links. 


We recommend setting up every potential report recipient with a network 
login and an EZ-Burst® option to receive e-mail links to reports. Then, 
when creating a report with Personnel EZ-Burst® output, provide a 
notification e-mail address to avoid potentially large e-mail distributions. 


4. To assign an extension, use the Select Extension. 


5. Enter an assignment date (today or earlier). This will be the 
activation date of this person's cost center assignment 


6. When finished, click Save or Save and Go to Detail (to set up 
other details for this record, see next page). 
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How to... View/ Edit Personnel Details 


1. 


3. 


4. 


At the Personnel page, use filter to display list and then click the 
name of interest. This opens the Personnel Details page. 


EŒ Personnel Details is used to view/edit general information on the personnel 
record, assign extensions and authorization codes, set up a login account or add 
this user's e-mail to the EZ-Burst® distribution list. 


. To modify the personnel record, expand the Personnel Attributes 


section, click Edit Personnel, re-enter a name and/or values for 
the following fields and then click Save. 
@ Report delivery options: 
— E-mail address (in SMTP format "name@company.com") 
— EZ-Burst® (disabled, e-mail link or e-mail reports) 
— Network login (in "domain\account-name" format) 


@ Employee number and whether or not this entry is private 
(that is, not available for directory listings) 


To assign an extension or authorization code, expand this 
section, and then: 


a. (New assignments) Use the Assign Extension or Assign 
Authorization Code link. 


b. (Edit current assignment) Click the extension or authorization 
code of interest. 


c. To remove an assignment, use an entry's Unassign link. 
To set up a login account for this user, click Add (or Edit) Login 
Account and then follow the wizard instructions to enter: 


@ Authentication method (application, Windows, or both), then 
provide login information in the subsequent page. 


@ Type of account (Report Specialist, Telecommunications 
Specialist, or System Administrator) 


@ Cost Center and Departments (for a 'specialist': select 
accessible organizations — at least one is required). 
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1. 


2: 


From the Personnel list, mark personnel to be reassigned and 
click Reassign Marked Personnel. 


Select the new cost center and click Save and Return to List 
View and then confirm. 


If this individual has associated charges, the Assignment History 
page appears and you will now see a new history entry (see 
below). 


Assignment history entries are used to apportion billable items, 
whenever personnel have been moved to different organizations. 


1. 


2. 


From the Personnel list, locate entry of interest and click its 
Assignment History link. 

The page displays all cost center affiliations, the dates of their 
assignment and/or deactivation, and the system user or process 
that carried out the changes. 


. You may use the Reassign Personnel to move this individual to 


another cost center (see above). 


1. From the Personnel list, mark personnel to be deleted. 


2. Click Deactivate Marked Personnel and confirm. 


=" Deactivated entries will be marked for deletion. These will be permanently removed by 


the automatic storage cleanup program once all associated call records are deleted. 
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Cost Center 


Purpose To view or modify the table of level-2 Organization entries. 


See also (Organization) Organization Level Names; Department; Personnel; 
Extensions; (Data) Export Data; Import Data 


Access Organization > Cost Center 


1. From the Cost Center list, click Add Cost Center; to modify an 
existing entry, click its name link. 


2. Enter the cost center name (up to 25 characters) and select its 
"parent" department, if this level exists. 


3. Optionally, enter cost adjustments (see table below): 


@ Percent markup (-100 to 1000 applied to the call cost) 
@ Surcharge (additional charge) 
@ Minimum charge (minimum cost of a call) 


4. Click Save. 


| Examples: | % Markup | Surcharge Minimum Charge 


Ee To view, add, or modify Personnel under a Cost Center, return to the Cost Center 
page, locate the entry of interest and click View Personnel Entries. 


To delete an entry, simply select it from the list, click the X icon, and confirm. 


1. From the Cost Center list, click Merge Cost Center and select: 


@ Cost center name 
@ Merge with cost center (this organization will receive all 
members and lower levels belonging to the above) 


2. Click Merge and confirm. 
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Department 


Purpose To view or modify the table of level-3 Organization entries. 


See Also (Organization) Organization Level Names; Cost Center; Division; 
(Data) Export Data; Import Data 


Access Organization > Department 


1. To add a new entry, click Add Department; to modify an existing 
entry, click its name link. 


2. Enter the department name (up to 25 characters). 
3. Select its "parent" division, if this level exists. 
4. Click Save. 


=> To view, add, or modify Cost Centers under a Department, return to the 
Department page, locate the entry of interest and click View Cost Center Entries. 


To delete an entry, simply select it from the list, click the X icon, and confirm. 


1. Click Merge Department and select: 


@ Department name 
@ Merge with department (this organization will receive all 
members and lower levels belonging to the above) 


2. Click Merge and confirm. 


Purpose To view or modify the table of level-4 Organization entries. 


See also (Organization) Organization Level Names; Department; Branch; 
(Data) Export Data; Import Data 


Access Organization > Division Procedures 


1. To add a new entry, click Add Division; to modify an existing 
entry, click its name link. 


2. Enter the division name (up to 25 characters). 
3. Select its "parent" branch, if this level exists. 
4. Click Save. 


= To view, add, or modify Departments under a Division, return to the Divison page, 
locate the entry of interest and click View Department Entries. 


To delete an entry, simply select it from the list, click the X icon, and confirm. 


1. Click Merge Division and then select: 


@ Division name 
@ Merge with division (this organization will receive all members 
and lower levels belonging to the above) 


2. Click Merge and confirm. 


Purpose To view or modify the table of level-5 Organization entries. 


See also (Organization) Organization Level Names; Division; (Data) Export 
Data; Import Data 


Access Organization > Branch 


1. To add a new entry, click Add Branch; to modify an existing 
entry, click its name link. 


2. Enter the branch name (up to 25 characters). 
3. Click Save. 


Gi To view, add, or modify Divisions under a Branch, return to the Branch page, 
locate the entry of interest and click View Division Entries. 


To delete an entry, simply select it from the list, click the X icon, and confirm. 


1. Click Merge Branch and then select: 
@ Branch name 


@ Merge with branch (this organization will receive all members 
and lower levels belonging to the above) 


2. Click Merge and confirm. 


Purpose To view or modify the table of extensions. 
"Extension" is a term corresponding to the number of a voice 
terminal or telephone station; also, the field in a call record that 
contains this number, indicating an outgoing call origin or an 
incoming call destination. 


See also (Organization) Cost Center; Personnel; Authorization Codes; (Data) 
Export Data; Import Data 


Access Organization > Extensions 


1. For a new entry, click Add Extensions and enter the extension 
number (up to 20 digits, # or *) or click Block Add of Extensions 
and enter the first and last extension numbers in the block. To 
modify an entry, select it from the list. 


2. Select the switch, then optionally enter or select: 


@ Description (up to 50 alphanumeric characters) 

@ Charge code (from list) 

@ Masked digits (none, 1 to 23, or all) 

@ Assignment status (unassigned or assigned to selected 
personnel or cost center) 


3. Click Save. 


1. From the Extension list, mark the extensions of interest and then 
click Reassign Marked Extensions. 


2. Select its assignment status (unassigned or assigned to selected 
personnel or cost center via the Select Personnel or Select Cost 
Center link). 


3. Click Save and Return to List View and confirm.If this extension 
has associated charges, the Assignment History page appears and 
you will now see a new history entry. 


Assignment history entries are used to apportion billable items, 
whenever extensions have changed owners. 


1. From the Extension list, locate entry of interest and click its 
Assignment History link. 


2. The page displays all owners of this extension, the dates of their 
assignment and/or deactivation, and the system user or process 
that carried out the changes. 


3. You may use the Reassign Extension link to give this extension a 
new owner. 


1. From the Extension list, locate the entry of interest and then click 
its number of charges (under the Charges column). 


2. To assign a charge, use the Select Charge Code link; when you 
are returned to this page, click Assign Charge to Extension. 


3. To remove a charge, use the Remove Charge from Extension link. 


1. From the Extension list, mark the extensions to be deleted. 
2. Click the Deactivate Marked Extensions link and confirm. 


=> Deactivated entries will be marked for deletion. These will be permanently removed 
by the automatic storage cleanup once all associated call records are deleted. 
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Charge Codes 


Purpose To view or modify the table of charge codes. 


"Charge Codes" are identifiers for telephone features or sets of 
features (such as digital sets, voice mail, caller ID, etc.) provided 
the users, typically at some cost. Your call accounting system allows 
defining charge codes and associating them to selected extensions 
and authorization codes. These charges are included as additional 
line items in detail reports. 


See also (Organization) Authorization Codes; Extensions 


Access Organization > Charge Codes 


1. For a new entry, click Add Charge Code; to modify an existing 
entry, select it from the list. 


2. Enter the name for this charge (up to 20 characters) and its cost. 
3. Click Save. 


= To delete an entry, simply select it from the list, click the #& icon, and confirm. 


Access: Organization > Extensions -OR- Authorization Codes. 
Click the entry of interest. 

Select the charge code from the drop-down list. 

Click Save. 


mh WN P 
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Authorization Codes 


Purpose To view or modify the table of authorization codes. 


"Authorization Code" is a switch feature whereby users dial a 
assigned code to use restricted-access facilities. The system 
associates authorization codes with personnel or cost centers to 
charge back a call. * 

* Some companies like the switch "validation" feature offered to authorization codes and use 


them to "tag" accounts, instead. To support this application, eCAS allows swapping 
authorization codes with account codes via the Switches function. See account codes. 


See also (Organization) Cost Center; Personnel; Extensions; Account Codes; 
(Processing) Switches; (Data) Export Data; Import Data 


Access Organization > Authorization Codes 


1. For a new entry, click Add Authorization Codes and enter the 
authorization code (up to 20 alphanumeric characters); to modify 
an existing entry, click its code link. 


2. Select the switch and, optionally, the following values: 
@ Charge code 
@ Masked digits (none, 1 to 23, or all) 


@ Assignment status (unassigned or assigned to selected 
personnel or cost center via the Select Personnel or Select 
Cost Center link) 


3. Click Save. 


1. From the authorization code list, locate the entry of interest and 
then click its number of charges (under the Charges column). 


2. To assign a charge, use the Select Charge Code link; when you 
are returned to this page, click Assign Charge to Authorization 


Code. 
3. To remove a charge, use the Remove Charge from Authorization 
Code link. 


1. From the Extension list, mark the extensions of interest and then 
click Reassign Marked Authorization Codes. 


2. Select its assignment status (unassigned or assigned to selected 
personnel or cost center via the Select Personnel or Select Cost 
Center link). 


3. Click Save and Return to List View and confirm. 


4. If this extension has associated charges, the Assignment History 
page appears and you will now see a new history entry. 


Assignment history entries are used to apportion billable items, 
whenever authorization codes have changed owners. 


1. From the Extension list, locate entry of interest and click its 
Assignment History link. 


The page displays all owners of this authorization code, the dates 
of their assignment and/or deactivation, and the system user or 
process that carried out the changes. 


2. You may use the Reassign Authorization Code to give this entry a 
new owner. 


1. From the Authorization Codes list, mark the entries to be deleted. 
2. Click Deactivate Marked Authorization Codes and confirm. 


= Deactivated entries will be marked for deletion. These will be permanently removed 
by the automatic storage cleanup once all associated call records are deleted. 


Account Codes 


Purpose To view, create, or change entries in the table of account codes. 


"Account Codes" is a term used for the telephone switch feature 
dialed to tag calls - typically, for billing or charge-backs. See 
Authorization Codes.* (NOTE: Misdialed codes can be corrected via 
the Call Record Edit function.) 


* Some companies like the switch "validation" feature offered to authorization codes and use 
them to "tag" accounts, instead. To support this particular application, eCAS allows 
swapping authorization codes with account codes via the Switches function. 


Access Organization > Account Codes 


See also (Organization) Authorization Codes; (Processing) Switches; (Data) 
Export Data; Import Data; (Reports) Account Code Detail Report; 
(Tools) Call Record Edit 


1. For a new entry, click Add Account Code; to modify an existing 
entry, click its name/number link. 


= To delete an entry, simply select it from the list, click the ® icon, and confirm. 


2. Enter the account number and account name (up to 20 
alphanumeric characters, each). 


3. Select the account EZ-Burst® option — E-mail report (to send 
zipped files as an e-mail attachment) or links (to send a hyperlink 
and user/ password to access the report) — then enter addresses, 
separated by ";" (use SMTP format, as in "name@company.com’). 


4. Optionally, enter cost adjustments for account code reports (see 
the examples in the table below): 


@ Percent markup (-100 to 1000 applied to the call cost) 
@ Surcharge (additional charge) 
@ Minimum charge (minimum cost of a call) 


5. Click Save. 


| Examples: | % Markup Surcharge 


Double the cost of the call 
All calls are free 


The system automatically adds undefined authorization codes that 
appear in call records. To charge the calls to the appropriate 
personnel and/or cost center owners, proceed as follows: 


1. Select © Show unassigned account codes. 
2. Examine the resulting list. 


@ For account codes that are valid, you may wish to enter the 
account name for reports and, optionally, set cost 
adjustments. 


@ For account codes that are not valid, you may wish to examine 
the call records associated with it and enter corrections via the 
Call Record Edit function. 


Organization Level Names 


To set the number and names for all active levels in the hierarchical 
structure of your company. 


The system uses the Organization table to track telephone activity 
and expenses charged to individuals or organizations. Multiple 
hierarchical levels provide the structure and handle enterprise call 
accounting and report distribution and can be easily configured for 
customers for whom you manage telecom services. 


Purpose 


By default, the system uses five active levels: Personnel and Cost 
Center for the required first two levels; Department, Division, 
and Branch as the optional third to fifth levels. 


See also (Organization) Branch; Division; Department; Cost Center; 
Personnel; (Data) Global Settings 


Access Organization > Organization Level Names 


1. Select the number of organization levels to use (2 to 5). 


2. Enter the names used in your company for the levels selected (up 
to 25 characters). 


3. When finished, click Save. 


About This 
Chapter 


4 Rating 


The chapter describes all the functions under the Rating menu. 


¢-¢ ¢ © OO 6M 


Rate Plans 

Cost a Sample Call 
Trunk Groups 

Trunks 

Trunk Group Listing 

Call Types 

Re-process Call Records 


Overview - Call Processing & Rating 


1. Collection 


Call records are collected from the 
switch, then converted to a standard 
format for processing. 


Date/Time Account 


12/01/03 14: 
12/01/03 14: 
12/01/03 14: 


2. Rating 


Add to 
database 


Fields are validated. New trunks, 
extensions, account codes, and 
authorization codes are added to the 
database with default attributes. 


Trunk Group Follow. 
Routine checks for a dialed pattern identifies special rules 
match to rules set in Special Call Rate Plan 


Processing, Discard Call Records, or 
Strip Leading Digits. 


Number is parsed to find destination, call 
type, and — together with the duration 
—compute the base cost. 


Compute 
base cost 


Custom Plan: User-defined Plan: Standard Plan: 
Cost based on V&H distance & 2-tier rates per each Rates per type (local, LATA, in- 
duration, with period discounts. dial pattern defined. state, national, AT&T IDDD). 


Base cost is adjusted by the call type 
markup and surcharge. Compute adjusted cost 


3. Alerts & Privacy 


Routine searches for call alerts rules, 
if enabled. 


Update 
counters. 
Send alert if 
threshold is 
Dialed number is masked according to exceeded. 
extension, authorization code & 
global settings, then call is stored. 


Compile & 


4. Reports My Report ME 10/03 :20:44 00 


Smart Company report. 


At report time: i 
Cost Center: 401 - Software Personnel: Distefano, Davi 


= Appropriate account code 
markups & charges are 
applied. 


Date/Time Duration | Dialed Numbers Call Type 
12/1/03 2:00:00 PM 0:14:21 1-809-467-4432 DR (CARIBBEAN 
12/1/03 2:30:00 PM 0:05:00 739-4932 ROCHESTER, NY Local | 
= Reports are distributed as 12/1/03 2:45:00 PM 0:43:00 |1-374-5486 


configured / scheduled. 
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Purpose 


See also 


Access 


Rate Plans 


To view general information on installed rate plans or to set up 
simple rate plans of your own. 


There are two broad categories in rate plans: standard and user- 
defined. 


@ Standard plans use the built-in database of North American 
calling areas and international country codes. This is used to 
identify the call type, distance, and call destination. 


a. eCAS provides a "DEFAULT" (zero-cost) plan for incoming 
calls and an "OUTGOING(n)" plan for each switch (n). These 
have simple, editable long-distance rates. You may add 
standard plans, if desired — for example, for installations 
with more than one carrier service. Standard plans include 
(non-editable) local rates for all major U.S. Telcos and AT&T 
Basic international rates. 


b. You may install custom rates for more accurate costing. 
These can include local, long-distance, and international 
rates (as per order), based on current tariffs. Unlike other 
plans, custom rates provide time-of-day, day of the week, or 
holiday discounts. 


@ User-defined plans are created and maintained by you. To 
build them, you identify dialed patterns to differently-rated 
calling areas — domestic and international — and then set 
their call types and a 2-tier rating scheme (for an initial and 
subsequent time intervals). 


(Rating) Cost a Sample Call; Re-process Call Records; Call Types 
(Processing) Trunk Groups; Special Call Processing; Call 
Destinations 


Home > Rating > Rate Plans 


How to... Add or Edit a Standard Rate Plan 


1. To add a new plan, click Add Standard Rate Plan; to edit an 
existing plan, select plan from the list. 


2. Enter the plan name (up to 25 characters). 


3. Select the call direction (ALL, OUTGOING & TANDEM, or 
INCOMING). 


4. Check whether or not to format dialed digits (formatted digits use 
dashes to separate the area code and exchange). 


5. Enter the rate per interval and the interval* unit of duration for 
each type of call — Intra-LATA, Intrastate, and National. 


6. Click the Save link. (We recommend testing this rate plan using 
the Cost a Sample Call function.) 


* In costing calls, fractions of an interval are rounded up (for example, if interval = 60 
seconds, a call of 126 seconds is costed as 180 seconds). To avoid "rounding up" the 
duration of calls, set smaller intervals (for example: a rate of $ 0.10 / 60 seconds is the 
same as a rate of $ 0.01 / 6 seconds). 


How to... Add or Edit a User-defined Rate Plan 


1. To add a new plan, click Add User-Defined Rate Plan; to modify a 
rate plan, click the plan name and then the Edit Rate Plan link. 


2. Enter the plan name (up to 25 characters), select the call direction 
(ALL, OUTGOING & TANDEM, or INCOMING), and whether or not 
to format dialed digits (formatted digits use dashes to separate 
the area code and exchange). 


3. Click the Save link. 


An "Add" operation creates an entry in the Rate Plan Details table for 
the dialed digit pattern "%" (wildcard = any dialed digits) with zero- 
cost rates. To change rates for this entry and/or add rates for other 
dialed patterns, see TIP: On creating rate plan details below. 


TIP: On creating rate plan details 


We recommend using your phone book (or telephone rating guide, if available) to identify distinct groups of 
"calling areas" that have similar rates. Prepare a "rate table" similar to the Rate Plan Details grid. Below are some 
suggestions to help you build this table: 


(1) Group the calling areas by call type, making sure these are already defined in the database with 
appropriate cost and duration adjustments. 


(2) List all distinct dialed number patterns to place calls to each area. Because the system processes more 
specific patterns first, you should identify a "generic" pattern and then "weed out" the exceptions. 


For example, if all calls to area code 585 are free, except those to exchanges 442 and 381, you add an 


appropriate rates. Leave the most "generic" entry (%) to rate any calls not specifically identified. 


(3) After completing all entries in your table, you can verify costing by this rate plan by going back to the 
Rate Plans page and using the Cost a Sample Call link. 


How to... Add or Edit Rates (in a User-Defined Rate Plan) 


1. Click the user-defined rate plan name. 


2. For a new entry, click the Add Rate link; to modify an existing 
entry, click the dialed digits. Then enter: 


@ Dialed digits: pattern for calling area, including the 1, 0, or 
other long distance routing code, if applicable. The pattern is 
up to 24 telephone digits (0 to 9,*, #) and/or wildcards (? = 
single digit, % = any number of digits). 


@ Call type: selected from list. 


@ Tier 1 rate Tier 1 interval: base cost of call up to the initial 
time interval. Default = $ 0.00 per 60 seconds (00:01:00).* 


@ Tier 2 rate and Tier 2 interval: added cost per subsequent 
time interval (or portion thereof) to complete the base cost of 
call. Default = $ 0.00 per 60 seconds (00:01:00).* 


3. Click Save. (We recommend testing this using Cost a Sample 
Call.) 


* In costing calls, fractions of an interval are rounded up (for example, if interval = 60 
seconds, a call of 126 seconds is costed as 180 seconds). To avoid "rounding up" the 
duration of calls, set smaller intervals (for example: a rate of $ 0.10 / 60 seconds is the 
same as a rate of $ 0.01 / 6 seconds). 


Cost a Sample Call 


To view how a rate plan (including applicable special call processing 


Purpose and/or call type adjustments) costs a call for which you provide 
sample data. Optionally, you can enter a cost supplied by an actual 
bill or a different rate plan for comparison. 

This feature can be used for a variety of applications, including: 
@ Comparison shopping between rate plans (including an actual 
carrier bill) 
@ Testing the effect of special call processing 
@ Troubleshooting a user-defined rate plan 
See also (Rating) Rate Plans; (Processing) Special Call Processing 
Access Rating > Cost a Sample Call 


1. Enter sample call data: 


@ Data and time (use regional settings for date and time, 
separated by a blank) 


@ Duration (in seconds or minute:seconds or 
hour: minute:seconds) 


@ Call direction (select from list) 


@ Dialed digits (up to 24 digits, * and/or #. You may use dashes 
or parentheses as separators) 


@ Switch (select from list) 
2. Select a rate plan from the list. 
3. Optionally, enter a carrier cost for comparison. 


4. Click Go. The bottom of the page will display the following 
information: 


@ Base cost and cost, call destination, dialed digits, reported and 
actual call type. 


@ (If a “Carrier cost” was entered) Difference between carrier 
cost and the base and adjusted cost. 


@ Rating information (applicable information used in rating the 
call such as mileage, special call processing entries, etc.) 


Trunk Groups 


Purpose To view or change entries in the trunk group database table. 
"Trunk Group" is the call accounting term for a group of telephone 
trunk/lines programmed at the switch to carry calls requiring a 
specific service. This service may be for incoming and/or outgoing 
traffic, billable as per the designated rate plans. 


Systems using a switch data import utility only need to use the Edit 
function to identify associated rate plans. 


See also (Rating) Rate Plans; Trunks; Trunk Group Listing; (Data) Export 
Data; Import Data; (Reports) Trunk Group Report 


Access Rating > Trunk Groups 


1. For a new entry, click Add Trunk Groups; to modify an existing 


entry, click the trunk group link. 


2. Enter Trunk group name (1 to 27 characters) and select its 
switch. 


3. Select outgoing and incoming rate plans from system list. 
4. If necessary, change settings for rating local calls: 


@ Use the area code, exchange, and local rate method from the 
switch (default). 


@ Use the settings selected below: area code, local exchange, 
and local rate plan (none, flat, measured, or message) * 


5. Click Save. 


* Use this option on a system with: (1) a single collection point for CDR from multiple, net- 
worked switches and (2) CDR does not provide information to determine local call rating. 


In such cases, you must create a trunk group per distinct local calling area. Identify as 
members all outgoing trunks owned by the switch nodes within the local calling area. 


=" To delete an entry, simply select it from the list, click the ®& icon, and confirm. 


You cannot delete a trunk group associated with trunks. If you wish to remove a 
trunk group no longer in use, you must first delete or move all trunk members. 


Purpose To view, create, or change entries in the trunk table. 


"Trunk" is a call accounting term for a communication channel 
between two switches; the field in a call detail record that contains 
the identifier for the specific route used by the call. Also known as 
“line,” “used access codes,” and “circuit ID.” 


W- Systems using a switch data import utility should use the switch administration 
application to add and delete trunks and trunk groups. Such systems only need to 
use the Edit trunk groups function to identify outgoing/incoming call rate plans for 
trunk groups. 


The system automatically adds undefined trunks that appear in call records to the 
"[Unassigned]" trunk group. To correct this problem, move the unassigned trunks 
to the appropriate trunk group and then reprocess the call records associated with 
those trunks. 


See also (Rating) Trunk Groups; Trunk Group Listing; (Data) Export Data; 
Import Data; (Reports) Trunk Group Report 


Access Rating > Trunks 


1. To add trunks one at a time, click Add Trunk, enter the trunk 
identifier (up to 20 characters as reported by the switch). 


2. To add trunks in a block of (up to 400) consecutive numbers, 
click Block Add of Trunks and enter the “from” and "to" trunk 
numbers. 


3. Select trunk group from list and then click Save. 


= To delete an entry, simply select it from the list, click the X icon, and confirm. 


1. Select a switch from the list, and then mark the trunks to be 
moved to the same trunk group. 


2. Click Move Marked to Trunk Group and select the target Trunk 
group from the list. 


3. Click Save. 


Trunk Group Listing 


To view trunk information for all or for a selected switch. 


Purpose 
Information appears in tabular form. It includes the list of trunk 
groups, associated outgoing/incoming rate plans, and individual 
trunks. 

See also (Rating) Trunk Groups; Trunks 

Access Rating > Trunk Group Listing 

Features The list is sorted alphanumerically by trunk group by default; 
however, you can sort in ascending or descending order by any 
column. 


To print this list, select the switch (a specific name or ALL), click 
the Printer Friendly link, and press CTRL + P. 


Call Types 


Purpose To view, create, or change entries in the call type table fora 
selected switch site. 


Call types are used to simplify reports by grouping call types across 
multiple rate plans and/or re-labeling types of calls to less confusing 
names - for example, you can group "IDDD" (International direct 
distance dial) and "INT" under an "International" reporting name. 


See also (Rating) Rate Plans; Call Type Report 


Access Rating > Call Types 


1. For a new entry, click Add Call Type; to modify an existing entry, 
click its name link. 


2. Enter: 
@ Call type (required, up to 10 characters long) 
@ Switch (select from the list) 


@ Reporting name (required, up to 10 characters long. Default = 
the same as the call type name). This name does not need to 
be unique - in fact, you may wish to group several call types 
by assigning them the same reporting name. 


@ Per cent markup (optional, -100.00 to 1000.00 percent added 
or subtracted to/from the base cost) 


@ Surcharge (optional, additional charge in your currency) 


@ Network correction time (in seconds or minutes:seconds or 
hour:minutes:seconds. Default = 0). This value is used with 
switches without the answer supervision. It is intended to 
account for the time it takes to connect the call with the called 
party, so that the system will charge for “talk-time” only. 


@ Minimum duration (in seconds or minutes:seconds or 
hour:minutes: seconds). This “filter” is carried out after 
applying network correction, if any. Calls below the minimum 
duration are rejected. 


3. Click Save. 


= To delete an entry, simply select it from the list, click the # icon, and confirm. 


Re-process Call Records 


Purpose To send stored call records within a specific date range, rate plan, 
and switch site through the rating process. 


Optionally, you may elect to delete records that encounter more 
stringent storage criteria (for example, under a call type minimum 
duration rule that is different from the one used on its initial 
processing). 


= Use this function after updating global settings, call rating information (rate plans, 
trunks, trunk groups, call type adjustments, and/or the special call processing table), 
or loading new standard rates. 


Features Re-processing sends the set of matching call records through a 

subset of the rating algorithm, including: 

@ Special call processing 

@ Base cost calculation 

@ Reassessment of trunk group or rate plan 

@ Call destination (call destination name) 

@ Call type name, markup, and surcharge 

@ Masking of reported dialed number (Global Settings) 
Re-p 

+ 


rocessing does NOT: 
Reapply call type network correction time 
@ Implement call record alerts 
@ Add new trunks, extensions, authorization or account codes 


See also (Rating) Cost a Sample Call; Rate Plans 


Access Rating > Re-process Call Records 


1. Enter: 


@ Start and end dates (use the Server regional format) 
@ Rate plan (ALL or a specific plan, selected from list) 
@ Switch (ALL or a specific plan, selected from list) 


2. Check to delete discarded records (if call type encounters a more 
stringent minimum duration filter than on initial processing). 


3. Click Re-process Records. 


4. A status message provides the number of matching records. 
Confirm your intention to re-cost selected records. 
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About this 


Chapter 


5 Processing 


This chapter describes the functions under the Processing menu. 


+ 
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Switches 

Call Processing Status 
Call Collection Schedule 
Special Call Processing 
Strip Leading Digits 
Discard Call Records 
Call Destinations 

Call Home Setup 

Call Sender Setup 
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Purpose To view, add, or modify interfaces with telephone switching 
systems, as sources of call records in your enterprise. 


"Switch" is a term used for the software-controlled communications 
processor that interprets dialing pulses, tones, or keyboard 
characters, and makes the proper interconnections. A switch 
provides voice and data communications services on local and 
external phone lines. 


See also (Processing) Call Processing Status; Call Collection Schedule; Call 
Home Setup; Call Sender Setup 


Access Processing > Switches 


1. Select the Switch Wizard to provide call record collection & 
processing instructions in a series of steps: 


b. Basic information. Enter the switch name, its local area code and 
exchange, local rate plan (none, flat, measured, or message), 
and what to do with internal and incoming calls (store or discard 
them). 


c. Switch manufacturer. Select name from the list. * 


d. Call record format. Select format from the list (for details, see the 
online help). This tells eCAS how to interpret the switch output. 


e. Call collection method. Set up data transmissions. For details on 
built-in interfaces, see Call Collection Interfaces in the appendix; 
for "add-on" optional interfaces, see the appropriate setup guide. 


* If the source of call records is another eCAS or an Info Monitor MP (Centrex), select "Call 
Accounting System" or "Info Monitor MP" as appropriate (NOT the switch of origin). 


Continued... 


5-2 


Switch Procedures - continued 


f. Call validation. At this point, the system will try to collect and 
(Contiued)interpret call records, and then display them for 
verification. 


@ First, you should see lines of "raw" (unformatted) call 
records. Click Next to continue (if the test fails, you must 
go Back and correct call collection method values). 


@ Next, you should see lines of formatted call records, under 
column headings. Click Next to continue (if the test fails, 
you must go Back and correct call record format values). 


g. Congratulations. This appears if validation was successful. Click 
Finish, to enable call collection from this switch. 


= If the tests were not successful, you will have a partial switch configuration. 
You may leave the wizard until you can validate calls. 


2. Once you complete the switch configuration, you should perform 
the following basic setup: 


@ (Rating) Rate Plans, Trunk Groups, and Trunks to identify 
groups of phone lines at the switch and their rate plans (see 
NOTE below). 


@ (Organization) Extensions, Personnel, and higher organization 
levels to identify who gets charged for calls. 


3. Then use Call Processing Status to enable rating for this switch 
(until rating is enabled, calls are collected, but not rated). 


How to... Edit Basic Switch Information 


1. Click the switch name to be edited. 
2. Enter desired changes: 


Switch name (up to 25 characters) 

Switch short name (up to 8 characters) 

Area code and local exchange 

Local rate method (none, flat, measured, or message) 

Store or discard abandoned, unanswered, internal, incoming, 
and/or tandem calls 

@ Use authorization code as account code 

@ Save call data for sending to another call accounting system 


CR A A E 


3. When complete, click Save. 


>> Saving call data will create unrated call record files under the eCAS Data\ Call 
Collector\ Swidnnn folder. If planning to have an external call accounting system 
collect this data, you must set up the "Call Sender" interface (see topic in this chapter). 
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Call Processing Status 


Purpose To view the status of the call collection and rating processes of all 
switch sites in your system. You can also enable or disable call 
collection and/or rating for all or selected switches. 


Status information for each switch includes: 


@ Collection status (enabled or disabled) — indicates whether 
or not calls will be collected as specified by the call collection 
method. When enabled, collected calls are interpreted using 
the CDR format for the switch and converted to a standard 
format for rating. 


@ Rating status (enabled or disabled) — indicates whether or 
not to process calls waiting to be rated. Processing involves 
validating call source and destination, computing base costs 
and any applicable adjustments, and then storing the call. 


@ Date and time of the last call rated 


@ Current and previous month statistics (number of calls 
discarded) 


= calls are discarded by instructions from these functions: 


- Switches (filter to discard abandoned, unanswered, internal, incoming, and/or 
tandem calls) 


- Call Types (calls below minimum duration filter) 
- Discard Call Records 


Access Processing > Call Processing Status 


1. To change the rating status of all switches at once, click Enable 
Rating for All Switch Records or Disable Rating for All Switch 


Records, as appropriate. 


2. To change the collection or rating status for a specific switch, click 
the Enabled or Disabled status link of the switch of interest. 


When the Call Processing Status page appears, select the 
appropriate radio button (enabled or disabled) for call collection 
or ratings status. Then click Save. 


Call Collection Schedule 


Purpose To view and/or set up schedules for call collection ‘* via "polls" — 
that is, a transfer of call data at the request of the eCAS Server. 


The page displays a list of polling schedules. Each entry shows 
collection details for the switch: 


Port (Server COM port for modem or direct PSU collection. This was 
selected through the Switch Wizard) 

Poll type (interval or daily), start time (daily polls only), the days of 
the week involved, and polling interval (interval polls only). 


(*) The following collection methods require polling schedules: 


- PollComm (PSU remote/direct/network) - Centrex (InfoMonitor MP) 


- File (local/remote collection) - Another eCAS (modem/network) 
See Also (Processing) Switches 
Access Processing > Call Collection Schedule 


1. For a new schedule, click Add Call Collection Schedule and select 
switch from the list; for an edit, click the switch name. 


2. Set the frequency (a) or (b) below and days of the week to poll. 


a. Interval - enter polling interval in hours: minutes: seconds 
(minimum 5 minutes). 


b. Daily - enter start time as hours: minutes (24-hour clock). 
3. When complete, click Save. 


= To delete an entry, simply select it from the list, click the # icon, and confirm. 


Locate the switch of interest and click Poll Now. 


Special Call Processing 


Purpose To view or modify the table of costing exception “rules” for special 
calls. 
Special call processing applications include: 
Processing calls dialed through a discount service provider 
Providing permanent privacy (numbers will not be stored) to some 
extensions 
Handling area code splits (rating calls to new area code as the old 
area code) 
Processing local calls (for systems without standard rate plans) 


See also (Processing) Strip Leading Digits; Discard Call Records; (Rating) 
Cost a Sample Call; Re-process Call Records 


Access Home > Processing > Special Call Processing 


1. For a new entry, click the Add Special Call Processing Rule 
link; to modify an existing entry, select the name link. 


2. Enter the rule name (up to 25 characters) and select its 
processing order. 


= ™ Rules are implemented by their processing order, in case a call matches more 
than one rule (if a call matches criteria from two rules that have the same 
order, the one with a more detailed dialing pattern is used — for example, a 
match on "315%" prevails over a match on "3%"). 


3. Enter criteria to match on (calls meeting criteria will be processed 
as instructed in step 4): 


a. Select switch, trunk group, trunk, call direction, and VoIP type 
from system lists. 


b. Enter a dialed digit pattern, including the 1, 0, or other long 
distance routing code, if applicable. The pattern is up to 24 
telephone digits (0 to 9,*, #) and/or wildcards (? = single 
digit, % = any number of digits). 


c. Optionally, enter one or more extension numbers (separated 
by ";") and/or a special code (NOTE: Special codes are used 
only with custom switch formats. They are a 2-character "tag" 
placed in call records, typically for reporting purposes.) 


Continued... 
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Special Call 4. Enter instructions for processing matching calls: 
Processing 
Procedures 


(Continued) 


a. Dialed digit processing: 
i. Cost matching calls using this dialed number (entries 
conform to the following replacement rules for ?, -, % 


wildcards): 

m Single digits matching on "?" are processed in the order they appear to a cost 
as "?" ( keep the digit) or to a "-" ( discard it) — for example: ?381???? 
costed as -381????, results in 1-381-6000 costed as 381-6000. 

m Multiple digits matching on "%" are passed to a cost as "%" — for example: 
585% costed as 716%, results in 585-385-6000 costed as 716-385-6000. 


ii. Check to store the changed number instead of the number 
dialed. 
b. Assign a rate method. Select how to cost matched calls: 
i. Use current rating setup 
ii. Assign a rate plan selected from list 
iii. Assign a call type selected from list 
iv. Assign your own call type (from list), rate (up to 4 decimal 
places), and time interval (in seconds; enter 99999 to set 
a flat cost per call). 
c. Assign a special code. Enter a 2-character code (used to place 
the special code as a "tag" in matching call records). 


5. When complete, click the Save link. 


You may wish to "test" the effects of a new rule that changes 
costing with the (Rating) Cost a Sample Call function. 


Examples: 
—— aes 
Application Match on (Dialed Digits) Process as 


Service provider access number + % Dialed digits = % (change dialed digits) 
(example: 7580500% ) Rate method = service provider's rate plan 


Add multiple rules, one for each call to Rate method = current; set special codes - for 
track - for example: example: 


911 (Emergency) EM 
411 (Operator Assistance) OA 


Add multiple entries, one for each pattern: | Rate method = current; change dialed digits = 


Enter desired criteria, for example all calls | Rate method = own call type (Toll Free), rate (0), 
(% ) from extension xxxx. interval (99999 seconds) 


* Use Call Destinations to identify the new calling area (for example, "Rochester, NY"). 
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Strip Leading Digits 


To set up the table of switch-dependent “access codes” that must be 
removed from the dialed numbers in order to process the call 
correctly. 


"Access code" is a switch-programmed code that users must dial to 
get an outside line and/or tag private calls. Some switches output 
call records with access codes as prefixes of the dialed numbers. 
Because access codes are not easily identified by the Format 
process, you must use the Strip Leading Digits function as 
correction. 


Purpose 


If you have a NORTEL switch, you must identify all access codes in 
use. Most other switches do not require stripping digits. 


Access Processing > Strip Leading Digits 


1. Click Add Strip Leading Digits Rule. 

2. Enter the leading digits to strip and select the switch that requires 
filtering this leading digit. 

3. Click Save. 


= To delete an entry, simply select it from the list, click the # icon, and confirm. 
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Discard Call Records 


Use this function to view or modify a table of “rules” for filtering 


Purpose calls that you do not wish to track. 
Each table entry consists of specific criteria to discard calls without 
further processing (typical example are internal calls or calls from a 
private line). 
Use this function with care. Discarded calls can never be 
retrieved. 

See also (Processing) Special Call Processing; (Rating) Call Types 

Access Processing > Discard Call Records 


1. To add a new rule, click Add Discard Call Records Rule; to modify 


an existing rule, select its name. 
2. Enter the name of this rule (up to 25 characters). 
3. Enter search criteria (matching calls will be discarded): 


@ Selected from lists: 
- switch 
- trunk group and/or trunk 
- call direction 
- VoIP type 


@ Dialed digit pattern, including the 1, 0, or other long distance 
routing code, if applicable. The pattern is up to 24 telephone 
digits (0 to 9, *, #) and/or wildcards (? = single digit, % = 
any number of digits) 


@ One or more extension numbers (separated by “;” 


@ Special code (used only with custom switch formats - if you 
do not have a custom switch format, ignore this field) 


4. When complete, click Save. 


=" To delete an entry, simply select it from the list, click the # icon, and confirm. 


Purpose 


See also 


Access 


Call Destinations 


To view or modify the table of “custom” call destination entries. 
These names are reported as the destination and/or origin of 
matching calls, whenever you choose the “Call Destination” column 
in detail reports. 


The system includes a default list of calling areas, based on the area 
code and exchange (national calls) or the country and city code 
(international calls). Typical applications for this function: 

Providing labels for frequently-used numbers 

Identifying new area codes and exchanges 

Customizing local calls 


(Processing) Special Call Processing; (Rating) Rate Plans 


Processing > Call destination Names 


1. For a new entry, click Add Call Destination Rule; to modify an 


existing entry, click its name link. 
2. Enter the call destination name (up to 24 characters) 
3. Select switch name from list. 


4. Enter dialed digit pattern - up to 24 telephone digits (0 to 9, *, 
#) and/or wildcards (? = single digit, % = any number of trailing 
digits), including the 1, 0, or other long distance routing code, if 
applicable. 


5. Enter call direction (INCOMING, INTERNAL, OUTGOING, 
OUTGOING & TANDEM, or TANDEM). 


6. Click Save. 


=" To delete an entry, simply select it from the list, click the #K icon, and confirm. 


Call Home Setup 


Purpose To identify the modem port used by remote dial-up PSUs to place 
emergency poll requests. 


Access Processing > Call Home Setup 


1. Select the modem port in the Server PC. 
2. Select its baud rate (transmission speed). 


3. Select to enable or disable the port for receiving emergency poll 
requests. 


4. Click Save. 
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Call Sender Setup 


Purpose To identify the modem port used by a call accounting system to 
transmit call data saved for this purpose. 


= use the Switches function to enable saving call record data for sending to another 
call accounting system. 


See also (Processing) Switches 


Access Processing > Call Sender Setup 


1. Select the modem port to be used in this PC. 
2. Select its baud rate (transmission speed). 


3. Select to enable or disable the port for polls by another call 
accounting system. 


4. Click Save. 
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About this 
Chapter 


6 Data 


The chapter describes all the functions under the Data menu. 


OANE SE © E M 


Archives 

Call Record Edit 

Call Record Deletion 
Export Data 

Import Data 

Switch Data Processing 
Global Settings 


Purpose To view the list of stored archives, to create a new archive from the 
current database (manually or scheduled), or to restore an archive 
to "active status" (available for reports). 


The page shows information on the current archive (status, 
description and call record dates) and a list of all stored archives 
(backup type, call record date range, date created, file location). 


= archives are stored under the \ eCAS Data\ Archives directory in the Server PC, 
named by the date/stamp when created (Ayyyy-mm-dd_hh-mi-ss.arc). 


See also Status Log; Reports 


Access Data > Archives 


1. Click the Create Archive link. Accept the default description (“Call 
Records from date through date”) or change it to a preferred one. 
The system displays the estimated backup file size. 


2. Click the Create Archive link to continue. The system will display 
a message that the operation was initiated and that you can 
check on its status via the Status Log link. 


1. Click the Schedule Auto-Archive link. Then select to enable or 
disable this feature. If enabling the feature, select the frequency: 


@ Run monthly starting on next run date/time 
@ Run weekly starting on next run date/time 
@ Run every [number of] days starting on next run date/time 


2. Set the next run date/time (if you omit the time, archive backups 
run at midnight) and click Save. 


Click the Restore link for the desired archive and confirm. 


The system will display a message that the operation was initiated 
and that you can check on its status via the Status Log link. 


Call Record Edit 


Purpose To correct dialed account code errors in stored call records. You can 
also delete the call record and/or correct its cost (this is the cost 
adjusted by call type markups, if any). 


Access Data > Call Record Edit 


1. Search for call records: 


Date range - from/to (use the Server format) 

Time range - from/to (in the Server format) 

Duration - minimum and/or maximum (enter values in seconds, 

minutes:seconds, or hours:minutes:seconds) 

Switch - select "All" or a specific entry from list 

Extension - enter a list of extensions separated by semicolons (;) - 

you may use wildcards (? = single digit; % = any number of digits) 

Dialed/CLI number - enter a dialed number or incoming caller ID 

Account code - enter a list of codes, separated by semicolons (;) - 

you may use wildcards (? = single digit; % = any number of digits) 

2. Click Search to submit your entries and continue or click Reset 
fields to return all to the default values. 

3. When the matching records appear, locate call. Then: 

To delete the call record, click the delete x icon and confirm. 

To change the account or cost, click either link to continue. 

4. Make desired changes: 

Different adjusted cost: enter a new value (use the Server currency). 

Different account code: click Select an account code (select "none" 

or a different account). 

5. Click Save to submit your changes or Reset fields to return all to 
the last saved values. 


Call Record Deletion 


Purpose To purge call records from the specified date range and/or switches. 


Call records should be purged only in extreme situations. Normally, 
there is no need to do so, as the system automatically clears the 
call record database (as scheduled via Global Settings), provided 
they have been archived. This function, by contrast, does not 
perform any checks on whether or not call records have been 


archived. 
See also (Data) Archives; Global Settings 
Access Data > Call Record Deletion 


1. Select the switch from the list (ALL or a specific switch). 
2. Enter the start and end dates. If ALL switches are selected and 
both dates are blank, the entire call record database is cleared. 


= Before proceeding, refer to the list of switches and stored call record data 
(call record count and date range) that appears on the page. Use this 
information to make certain you are clearing the correct period's data. 


3. Click Delete and confirm. 


Call records from the named switch, within the specified date range, 
will be removed from storage. 
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Import/ Export 


The system offers several data transfer tools, to help in the 
acquisition and sharing of data from/to external systems: 


@ Export Data — Organization or Trunk data in the system 
format. 


@ Import Data — Organization or Trunk data in the system 
format or in the CAS format (Veramark's legacy call 
accounting systems such as Emerald / CAS XP). 


@ Switch Data Import — scheduled imports of cost center, 
personnel, extension, and trunk data from an Avaya 
VisAbility™ Management Suite’s ASA module. 


This section describes the Import and Export Data functions in 
detail, as well as supported file formats and field constraints. 


The section also describes the scheduling of switch data imports, as 
well as the interface to the ASA module from an Avaya VisAbility™ 
Management Suite. 


(1) File names: 


System imports must use the *.IMP extension; imports from a 
call accounting system must use the *.CAS extension; exports 
use the *.EXP extension. 


(2) Field sizes: 


Organization level names, trunks/groups, employee numbers = 25 characters 
Personnel (standard record) = 84 chars (last name 50 + , + space + first name 32) 
Cost center, network login, any descriptions = 50 characters 

Switch = long name from the switches table 

Extensions = 20 digits and/or phone pad characters (* or #) 

E-mail address = 255 characters 

Authorization codes, account names, account codes, charge codes = 20 characters 


(3) Personnel names, e-mail addresses, network logins, and 
employee numbers must be unique. 


File Format: System Import / Export 


Database Record layout - MPAs fields are optional for imports 


Header record 01 | version 


Other records branch name 


Header record 02 | version 


Other records division | branch 


Header record 03 | version 


Other records department | division 


Header record 04 | version 


Other records cost center | department 


Header record 05 | version 

Other records personnel (last name, first) | cost center | e-mail address | employee 
number | network login 

Header record 06 | switch | version 


Other records extension | personnel | cost center | description 


Header record 07 | switch | version 


Other records authorization code | personnel | cost center 


Header record 08 | switch | version 


Other records trunk | trunk group 


Header record 09 | version 


Other records account code | account name | markup | surcharge | minimum cost 
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File Format: CAS I mport 


There are two formats used by the Import function © from older 
call accounting systems: 


@ CAS for Windows, CAS & Emerald Lite, CAS & Emerald XP 
@ Emerald CAS for Windows 3.1d 


(k) CAS exports must be set up to (a) use delimiter = | and (b) name export files using a 
"x cas" extension. The record layouts are identical, except for the extension-personnel- 
auth. code records. 


In the descriptions that follow, fields marked with an x are ignored; 
quotes (") may be omitted. 


Record layout 


Header record No header record 


Other records "Branch" | x 


Header record No header record 


Other records "Division" | x | "Branch" 


Header record No header record 


Other records "Department" | x | "Division" 


Header record No header record 


Other records "Cost center" |x | x| x| "Department" | x 


o See record layout for these database tables in File Format: System I mport/ Export. 


| CAS for Windows 2.2b, CAS Lite, Emerald Lite, CAS XP, or Emerald XP 4.2 


Header record No header record 


"Extension" | "last name" | "first name" | x | "authorization code" | "cost 


Other records 
center" | x | x | x | x | "charge code" 


Emerald CAS for Windows 3.1d 


Header record No header record 


"Extension" | "last name" | "first name" | x | "authorization code" | "cost 


ther r r 
Otherirecord= center" | x | x | x | x [x | "charge code" | x 


File Format: ASA Switch Data Import 


The Avaya Site Administration (ASA) is a module of the Avaya 
VisAbility™ Management Suite, used to administer a network of 
DEFINITY switches. ASA (formerly DSA/DNA) is a Windows-based 
application that has a data transfer option designed to provide 
current switch data for use by other applications. 


eCAS can interface with an ASA Server to schedule imports of the 
extension, personnel, cost center, trunk, and trunk group tables 
from the network of switches it administers. This simplifies data 
entry and ensures that information is up-to-date. 


=" The interface requires creating a folder (\ ASAData) in the eCAS Server to receive 
switch data. It must be shared with "everyone" with full permissions, no passwords. 


ASA Server 1. At the ASA Server, map a network drive (for example, "K:") to 
Setup the shared folder (\ ASAData) in the eCAS server. 


2. Access the ASA program (Advanced > Generate Call 
Accounting Records) to set up the transfers. 


3. One at a time, select the "Objects" (Station, Agent Login, 
Trunk Group) and then its "Fields" as follows: 


Field order 


Option (a) extension, user name 
Option (b) extension, user name, fields 


Option (c) extension, user name, fields, fielda, fields 


login ID, agent name 


group number, group name, group type, send ans. supervision, receive ans.supervision, TAC 


TAC, port, NCA-TSC trunk member 
Option (a) results in importing the extension and its user (personnel) and assigning them to the [Unassigned] 
cost center. 
Option (b) interprets the 3" field (for example, "room") as the cost center. 
Option (c) results in concatenating the 3%, 4", and 5" fields (for example, "building" + "floor" + "room") as 
the cost center. 


If using Agent Login, make certain that login IDs are not switch extensions; otherwise, the real user of that 
extension will be replaced by the agent's name. 


The trunk group name must be unique. 


Continued... 


ASA Server 
Setup 


(continued) 


eCAS 
Processing 


Message 


Log Update 


4. Specify the output: 


@ Output file = K:\ switch_ID.TER (where "K:" is the mapped 
drive from step 1. Do not change the given "switch_1ID") 


@ Field delimiter = pipe; record delimiter = new line 
@ Include header record 


@ Do NOT enclose strings with double quotes NOR replace 
empty fields with a space 


5. Complete the setup by scheduling the transfers (for example, 
every x number of days, weekly, or monthly). 


The Switch Data Import function is used to set up a matching 
schedule to look for the .TER file in the designated folder. If found, 
eCAS processes the .TER file contents as follows: 


-TER File (ASA Record & Fields) | ecas Equivalent 


Switch ID (3" field)* Switch short name 
on Extension Extension 

3" field — or — 3 + 4" + 5" fields Cost center 

Login ID Extension 

Agent name Personnel 


Group name Trunk group name 


TAC + member number Trunk number 


* The switch ID appears in the 3 field of the header record of the import file. For 
example, the first line of the TER file would show this field ... 


h|Dragon Call Accounting Exported Data| Madison |12/12/04 10:51.44|Release R1.11.04 


@ New entries are added (if necessary, with default attributes). 


@ Existing entries are updated (including new associations, if 
appropriate). 
@ Omitted entries are processed as follows: 


- Personnel, cost centers, or trunk groups will remain in the 
database (possibly, without their prior associations). 


- Extensions or trunks will be deactivated. 


@ An Informational message describes the data transfer, including any adjustments or 
corrections. 
An error message appears if the switch does not exist or if there are other problems 
processing the data files. 


1. Access: Data > Export Data 
2. Select: 


@ Export file type from list (Account Code, Authorization Code, 
Extension, Organization levels 1 to 5, or Trunk) 


@ Switch (required for Trunk, Extension, or Authorization Code) 
@ Disk file name (use button fee) to browse for the folder. File 


names must use the *.exp extension - for example: 
D:\Data\Acc.exp). 


3. Click the Export link (see next page for a description of the 
format). 


1. Access: Data > Import Data 
2. Select: 


@ Product format to import (System or CAS — see next page for 
a description of the format) 


@ Import file type (Account Code, Authorization Code, Extension, 
Organization levels 1 to 5, or Trunk) 


=> When importing data, you must begin the import process from the highest 
organization level to the lowest organization level assignment. 


@ Switch name (for a Trunk, Extension, or Authorization Code 
import) 


@ Import file name (use button & to browse for the * .imp or 
* cas file in the Server). 


3. Click Import. 
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How to... 


Schedule a Switch Data I mport 


E- Option 


Œ> This function requires setting up the ASA-to-eCAS interface. See the ASA Server 


Setup guidelines under the "File Format: ASA Switch Data Import" topic, earlier in 
this chapter. 


1. Access: Data > Switch Data Processing 


2. To set a schedule, click the format link for the switch of interest. 


3. Select the switch format of the transfer files: 


+ 
+ 
+ 


+ 


Disabled (default) 
ASA (Avaya), use [Unassigned] Cost Center for new Personnel 
ASA (Avaya), use 3rd field as Cost Center for new Personnel 


ASA (Avaya), use 3rd, 4th and 5th fields as Cost Center 


4. Set the schedule for the data transfers: 


CR e e ¢ 


Never run 

Run once on next run date/time 

Run monthly starting on next run date/time 

Run weekly starting on next run date/time 

Run every number of days starting on next run date/time 


5. Set the next run date/time in the format shown on the "Current 
time on server." If you omit the time, transfers run at midnight. 


6. Specify or browse for the path to the folder that contains the 
switch import files — for example: C:\ ASAData (this file must 
reside in the eCAS Server). 


7. Click Save to submit your entries. 


Æ> Once the ASA - eCAS interface is set up and processing starts, you should NOT use 


eCAS to administer trunks or extensions (as any entries will be overwritten on the 
next ASA download).We suggest that you run an import at once, to correct such 
setup issues as imports that did not start or that completed with errors. 


After normal operation starts, you should perform routine checks of the Message 
Log to resolve normal maintenance issues — such as new cost centers requiring 
placement in your organization, new trunk groups that use non-standard rate plans, 
or station records with personnel updates. See ASA Issues in the Basic 
Troubleshooting section at the end of this appendix. 
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Global Settings 


Purpose To set the following system-wide options: 
@ Storage cleanup (call records, reports, and temporary files) 
@ E-mail settings 
@ Reporting preferences (dialed privacy and company name) * 
@ Security ("strong passwords") 


ss If you have installed a Secure Socket Layer (SSL) certificate and configured the eCAS 
5 L z Server for secure web access (i.e. via "https://<server-name>/CAS/enu/Login.asp"), you 
uppor can configure secure access for reports that are distributed by e-mail links by marking the 


"Use SSL" box in the Reporting Options section. 


SSL encrypts network traffic between a client and server over HTTPS protocol. 


See also (Data) Call Record Deletion; (Reports) Account Code & all 
Organization reports, View Saved Reports; (Organization) 
Extensions; Auth. Codes 


Access Data > Global Settings 


1. Enter auto-deletion parameters (number of days to keep these 
items): 


@ Charges and inactive data (62 - 999 days, default 90) 
@ Reports saved on web server (8 - 999 days, default 90) 
@ Raw call records and log records (8 - 999 days, default 120) 


Ee the cleanup program runs nightly, deleting all report and temporary files dated 
past the set number of days. It also deletes call records, provided they are also 
dated after the latest system archive, as well as any "deactivated" organization 
or trunk table entries that no longer have associated call records. 


2. Enter e-mail options: 


@ Computer name of the SMTP Server that handles mail services 

@ E-mail address that report recipients can use for replies 

@ Subject line (text that appears on all emails from eCAS, up to 
50 characters, default = "eCAS (Server name):") 


= after saving your entries, you can send a test e-mail to verify these settings. 


Continued... 
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Global 
Settings 
(continued) 


3. 


Enter reporting options: 
@ Masked dialed digits for privacy (NONE - default, 1 - 23 digits 
from the tail end, or ALL) 


=> extension and auth. code privacy rules take precedence over these settings. 


@ Company name to appear as report headings (up to 50 
characters) 


@ Message to include with all e-mailed reports (free-form text) 


@ Mark box to require network logins to access reports 
distributed via e-mail links (Network logins are identified via 
the Personnel function) 


@ Mark box to use SSL 


=> on systems that have a Secure Socket Layer certificate of protection, this 
enables access to the application and saved reports via HTTPS links. See the 
document Setup Guidelines for SSL for details. 


Select security option — whether or not to require strong 
passwords for logins authenticated by eCAS. 


O fe "Strong" passwords must be at least 6 characters long and contain at least three 
of the following classes of characters: (1) English upper case letters (A-Z); (2) 
English lower case letters (a-z); (3) Westernized Arabic numerals (0-9); (4) Non- 
alphanumeric characters ({}[],.<>;:'"?/|\ ~!|@#$%%&*()_-+=). 


Select user interface preferences — whether or not to alternate 
the colors of rows in list views. 


Select directory settings (whether or not to move extensions and 
authorization codes to parent cost center when personnel is 
deactivated). 


Click Save. 
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7 Tools 


About this The section describes all the functions under the Tools menu. 
Mapi Status Log 
Message Log 
Call Alerts 
System Alerts 


View Login Accounts 


+ +% ¢ © O 6M 


Change Password 
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Status Log 


Purpose To monitor the status of the following system tasks: 


Import/Export 

CDR Delete 

Re-Process Call Records 
Create Archive 

Restore Archive 


+0% o + 


The Status Log lists the stored history of selected processes sorted 
chronologically, starting with the most recent. The log notes if a 
process is running, completed successfully, or with errors. 


Status log entries will periodically be purged by the system cleanup 
process (storage time limits specified via Global Settings) 


Access Tools > Status Log 


Features Filter by. Used to list "All" or a specific task (Import/Export, CDR 
Delete, Re-Process Call Records, Create Archive, Restore Archive) 


Refresh status log. This link is used to query the log for a more 
recent status. 

Cancel. Tasks with a status of "Running" display this link (if they are 
in a state that allows cancellation). 


Completed with errors. This link is used to access the Message Log 
for information on the error or informational message. ). 


Filter by | Import/Export | (+) 


Refresh Status Log 


process Process Name Start Date End Date Status | Comments 


ID 
Switch Name: Rochester. Import File: 
14 Import/Export bodes o o TA ae C:\eCAS Data\tmp\per.imp. Import 
co i ee completed with errors. 


Switch Name: Rochester. Import File: 
1/28/2005 1/28/2005 Completed C:\eCAS Data\tmp\per.imp. Import 
13 Import/Export 4:17:25 PM 4:17:26 PM Successfully | completed with no errors or 
informational messages. 
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Message Log 


Purpose To view a log of system messages since the last time they were 
purged. 

Access Tools > Message Log 

Features View. Allows you to select how much detail to display (User 


messages, Technical messages, or both. 


Severity. Allows you to select the type of message to display 
(Informational, Warning, Severe, Fatal, Miscellaneous, or All). 


Refresh message log. This link is used to query the log for a more 
recent status. 


Clear Message Log. This link is used to remove all messages from 
the log. 


View: | User messages only v >) Severity: | Warning | (+) 


Refresh Message Log Clear Message Log 


Date/time = Severity User message 


aa x Import completed with errors and/or informational messages. Please 
1/28/2005 4:23:10 PM warming view the error fields of file C:\eCAS Data\tmp\per.err. 


1/27/2005 12:00:06 AM No CDR deletion will be performed until CDRs are archived 
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Call Alerts 


Purpose Use this function to monitor calls that require immediate attention 
— such as possible switch fraud, toll theft, or other problem 
conditions. 


When you first open the page, you will see the Call Alert Status 
view. This is the list of event-tracking rules already configured. It 
shows the rule names, their "trigger" vs. "Current" tracking 
statistics, and the date of the last occurrence ("Trigger" refers to 
hourly limits set for tracking calls; "current" refers to tracked totals 
accumulated in the past hour). 


=~ How does switch fraud happen? Switches with auto-attendant, voice mail, or remote access lines are 
common targets of toll theft. One scenario is a hacker using a computer to dial into a switch and trying 
thousands of dial-out codes; codes that work are then used or sold. Like corporate secrets, there are many 
other ways to steal authorization codes — the unfortunate result is an astronomical phone bill for switch 
owners. 


How can Call Alerts help? The system can monitor calls as they are processed, logging an alert if one of 
the calls you are tracking trips the count or cost triggers for its type. Alarm notification is by e-mail so that 
the person on call can have time to act and minimize damage. 


Other resources. We recommend using your Call Distribution and Trunk Group reports to become familiar 
with your normal calling patterns. You may also wish to run a Telecom Manager Report in a daily schedule, 
to keep informed on switch security. 


Access Tools > Call Alerts 


1. To set up a new tracking rule, click Add Call Alert Rule; to change 
an existing rule, click its alert rule name. 


2. Enter alert notification details: 
@ Rule name - to identify this set of conditions (50 characters) 


@ E-mail address - to notify in case of alert events. Type one or 
more addresses in SMTP-format ("name@company.com"), 
separated by semi-colons (;) — or click the link to select from 
the list 


@ Message - (80 characters) to send in the e-mail notification 
when the alert occurs 


Continued... 


Call Alert 3. Select what to track (ALL conditions must be met to trigger 
Procedures alert): 
(Continued) @ Days of the week and time of day range 

=> atime range may cross over from one day to the next - for example, from 


5:00 PM of one day to 8:00 AM of the next - in which case, you must make 
certain to include the intended consecutive days of the week. 


@ Authorization code and extension - phone digits (0-9, #, *) 
for a single authorization code and/or extension (blank = all 
calls) 


@ Dialed digits - use up to 24 phone digits (0-9, #, *) and/or 
wild cards (? = single digit; % = any number of digits) 
@ Duration - select "less than or equal to" or "greater than or 


equal to" and then enter the duration (in seconds or 
minutes:seconds or hour:minutes:seconds). 


= ™ To track the short calls typical of repeated hacker attempts, use less than 
or equal to = 15 (seconds). 


@ Cost - adjusted cost amount to match or exceed. 


@ Switch and trunk group — select "ALL" or a specific value to 
track. 


@ Call type — select "All (except Incoming)" or a specific value 
to track. A blank includes all calls. 


4. Mark "log all" to keep a log of every call that matches the call 
alert rule (otherwise, only the call that triggered the alert is 
logged). See View Call Alert Log, below. 


5. Provide hourly tracking limits (exceeding EITHER limit within one 
hour will trigger an alert). 


@ Trigger count - number of calls allowed to match conditions 
without setting off an alert. Default = O (that is, every 
matching call causes an alert). 


@ Trigger cost - adjusted cost of calls allowed to accumulate 
without setting off an alert. Default = 99999 (Server 
currency). 


6. Click Save. 
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This list will show only the logged records since the last automatic 
clean-up of the system temporary storage (as defined in Global 
Settings) and/or that have not been manually deleted. 


1. To view all logged records, select View: Call Alert Log. 


2. To view the log related to specific alerts, place a check mark on 
the rule names of interest and then click View Alert Log For 
Marked. 


You will see the logged records from the selected call alert rules. 
The display shows the date & time and other pertinent 
information of the call record that either triggered the alert or 
contributed to it (if the rule required all matching calls to be 
logged). 


1. To delete a rule: access the call alert or status page, mark the 
mark the rule to delete, click Delete Marked Call Alert Rules, and 


confirm. 


2. To delete a logged alert: access the call alert log, mark the the 
alert to delete, click Delete Marked Call Alerts, and confirm. 
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System Alerts 


To notify you of such system conditions as the extension table 


Purpose nearing model capacity, no call record activity, low disk space, too 
many rejected calls, or database problems. 
Access Tools > System Alerts 


When you first open the page, you will see the System Alert Status 
view. It shows a list of system alerts and the date of their last 
occurrence (if any). This page lists all detectable system alerts and 
which alert has been disabled or enabled. 


1. Click Edit System Alert Settings. 
2. Enter alert notification details: 


@ Alert message - up to 80 characters, to send in the e-mail 
notification when the alert occurs 


@ E-mail address - to notify in case of alert events. Enter one or 
more addresses in SMTP-format ("name@company.com"), 
separated by semi-colons (;)Mark all conditions of which you 
wish to be alerted: 


@ Number of extensions is within 5% of the model size 


+ 


Free disk space in the Server falls below 100 MB 


@ Number of rejected calls exceeds the allowable number 
defined per day (enter the trigger value and switch) 


|e “Rejected calls” are calls under the call type minimum duration. A large 
number of rejected calls may mean that this filter is set too high and 
you are discarding valid calls. See Call Types for details. 


@ Database is offline 


= A “database down” event cannot be logged into the System Alert 
database, precisely because the database itself is inaccessible. However, 
an e-mail notification will be sent with the product name as subject text. 
(The Message Log will provide technical details on the specific “SQL 
Server” error.) 


@ No call records in a day (from any one of your switches in the 
selected days of the week) 


3. Click Save. 
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This list will show only the logged records since the last automatic 
clean-up of the system temporary storage (as defined in Global 
Settings) and/or that have not been manually deleted. 


1. To view all logged alerts, select View: System Alert Log -OR- to 
view the log related to specific alerts, place a check mark on the 
event alert names of interest and then click View Alert Log For 
Marked. 


2. You will see the message for all system alerts, followed by a table 
of selected event alert records. 


1. Access the system alert log and mark the entry you wish to 
delete. 


2. Click Delete Marked System Alert and confirm. 


View Login Accounts 


Purpose To view, add, or modify the login names, passwords, and security 
profiles of all application users. 


Application users are individuals identified in your Personnel 
database with one of three security profiles (see table below). 


Security Profile | Access Privileges * 


All reporting functions; data from selected organizations. 


Users with Report User privileges, plus all "mMove-adds-change" functions 
within the Organization menu. 

Users able to perform any system function, including viewing or modifying any 
saved report or report template (even if created by someone else). 


* All users can access Help, About eCAS, Cost a Sample Call (Rating), view the Message Log, and change their 
own password. With the exception of System Administrators, users have exclusive rights to their own reports 
(in other words, only you can modify your own templates or access your saved reports). 


See Also (Reports) EZ-Burst® Distribution; (Organization) Personnel; (Tools) 
Change My Password, Global Settings 


Access Tools > View Login Accounts 


1. For a new entry, click Add Login Account; to modify an entry, 
click the login ID. 


2. Follow the wizard to identify and/or review required information 
(move along setup pages using the Next and Back links). 


@ Personnel name. Click Select Personnel to choose a name from 
the list (if the name does not exist, the Select Personnel page 
provides an Add Personnel link). 


@ Authentication (product, Windows, or both) for a new account 


@ Login information (login ID and password) for a new account 
with authentication = product or both 


@ Account Type (Report User, Telecommunications Specialist, or 
System Administrator) * 


3. When complete, click Finish. 


* Report users and telecommunications specialists must then identify report and cost center 
data restrictions (all or selected from a list) in subsequent pages. 


7-9 


1. From the Login Accounts list, locate entry and click its Reset 
Password link. 


2. Enter the new password (at least 6 characters long) and confirm 
it. 


1. From the Login Accounts list, locate entry and click its Enabled 
or Disabled link (under the Status column). 


2. Select the desired status by clicking the appropriate radio 
button. 


3. Click Save. 


1. From the Login Accounts list, locate entry and click its delete x 
icon. 


2. Confirm the deletion. 
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Change Password 


Purpose To change your own password. 


If "strong" passwords are required (Global Settings), passwords 
must be at least 6 characters long and contain at least three of the 
following classes of characters: 


(a) English upper case letters (A-Z) 

(b) English lower case letters (a-z) 

(c) Westernized Arabic numerals (0-9) 

(d) Special characters ({}[],.<>3:'"2/|\' ~1|@#$%A&*()_-+=) 


Access Change Password (Home page) -OR- Tools > Change Password 


1. Enter your current password. 
2. Enter a new password, then re-enter it to confirm. 
3. Click Save. 
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8 Online Directory 


About This Online Directory is an optional feature that allows quick, online access 
Chapter to a company's Directory database. It is accessible via Microsoft 
Internet Explorer using this web address: 


http:/ / OnlineDirectoryPC/ ODCS/ UI / Search.aspx 


(Where OnlineDirectoryPC is the machine name of the server 
where the Online Directory is installed. ) 


=> Loco if you have a GIF image of your company logo (size < 248 pixels wide x 48 
pixels high), you can display it on the header of Online Directory pages. To do so: 


1. Rename the image "CompanyLogo.gif" (without the quotes). 


2. Place it in the folder named "Program Files\ eCAS\ Online 
Directory\ I mages". 


This chapter describes the following administrative functions: 
@ Schedule Online Directory Updates 
@ Configure Online Directory 
@ External Numbers 
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Schedule Online Directory Updates 


Purpose To schedule downloads of the Organization database onto the Online 
Directory server. You may also use this function to perform an 
immediate update. 


Access Online Directory > Schedule Online Directory Updates 


To perform a manual update, click Update Now; to schedule updates, 
proceed as follows: 


1. Enter the next run date in the date/time server format or use the 
calendar icon. 


2. Enter an update interval in days. You may use a decimal 
expression; "0" disables updates. 


3. Click Save. 


Configure Online Directory 


Purpose To Set up available attributes for directory entries. 


Online Directory users will be able to set up their own search criteria 
and configure their viewers based on what attributes are made 
available here 


See also Extension, Personnel, Cost Center, Department, Division, Branch 


Access Online Directory > Configure Online Directory 


1. Access the Configure Online Directory page. 


2. Mark the attributes/fields * that will be available for Online 
Directory from the following tables: 


@ Personnel fields (required: "Personnel name") 
@ Extension fields (required: "Extension") 
@ Organization fields (Cost Center and higher levels) 


3. Click Save (to save changes and wait for a scheduled update to 
submit them to the Online Directory server) or Save and Update 
Now (to save and submit changes immediately). 


* These include standard and user-defined fields set up for these tables. 
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External Numbers 


Purpose To make non-company names and numbers available to Online 
Directory users. 


Access Online Directory > External Numbers 


1. Access the External Numbers page for the Online Directory, then 
click Add External Number or click the name of interest (to edit 
this entry). 


2. Enter: 


@ Name (up to 50 alphanumeric characters) 
@ Number (up to 20 alphanumeric characters ) 
3. Click Save. 


1. If necessary, filter list by names. 


2. Locate the entry to be removed, click its delete * icon and then 
confirm. 
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9 Appendix 


About This This chapter provides additional information and recommendations 
Chapter regarding your call accounting system. 


It is organized into the following topics: 


@ Product Licensing 
- License Activation 
- Uninstalling the Product 


@ System Maintenance 
- Recommended Maintenance Schedule 
- Backup/Restore Procedures 


@ Call Collection Interfaces 
- Direct Connect 
- Collect from File (local or remote) 
- Nortel Business Communications Manager (BCM) 
- PollComm (direct, remote, or network) 
- Call Accounting System (modem or network) 
- IP Office (local or remote) 


@ Troubleshooting 
- How to Report a Problem 
- Basic Troubleshooting 
- Windows Firewall Issues 
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Product Licensing 


About This This section includes the following license-related topics: 
Section Activating the License 

Transferring a License 

Uninstalling the Product 


Background The product has a 30-day grace period to register its use and obtain a 
license. Unlicensed systems within the grace period have a 50- 
extension, single-switch limited use; afterwards, it cannot be used at 
all. 


Unlicensed systems display a message with the number of days 
remaining in the grace period. This message will keep re-appearing 
until you have completed the license activation procedures (see 
below). 


Welcome to eCAS 


You have 30 days remaining 
to license this product. 
Click here for license information. 


Please enter your Login ID and Password 


Login ID*: | 
Password*: | 


Login 


* denotes a required field 


There are two preferred methods of registering your system and 
obtaining a license: 


@ Internet connection (immediate, automatic registration) 
@ Personal request (by FAX, phone, or "snail" mail) 


A third method, by E-mail, requires a properly configured, MAPI- 
compliant mail program such as Outlook Express and will not be 
discussed here. 
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Activating the License 


By Internet 1. Obtain the software serial number from the installation package, 
Connection log into the eCAS Server, and establish your Internet connection. 


2. Access: Start > Programs > eCAS > Get License. 


3. Follow the wizard instructions to click the Next button, enter 
your software serial number, customer information, and then 
continue the activation. 


License Activation Wizard 


Please fill out the following form. Fields marked with [*] are required. Your 
information will be securely encrypted before being sent. 


First name: * Last name: * = 


Address: * Additional address: 


City: * Postal code: * 
Oa 


Province/State: * 


4. If registration was successful, a thank you message appears and 
you can click Finish. 


5. Click OK at the confirmation message. 
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By 1. Access the License Activation Request form (found in the 
Personal product CD or under More Documentation in the online Help) 
Request and print it. 


2. Follow instructions in that form to complete it and then either FAX 
or mail it in or call the number indicated. 


3. When you receive the site key, enter it as in step 4 below. 
4. The figure below displays a sample e-mail message with a site 
key. 


™ RE: Registration Request - Message [Plain Text) 


From: Veramark Order Administration Sent: Thu 10/19/2000 2:17 PM 
To: casadmin@yourmail.com 

Eci 

Subject: RE: Registration Request 


Thank you for registering your new software. Here is your Site Key. 
You will need this Site Key to complete the installation of the 
software. 


You should print and save this. 


If you need assistance, please refer to the user documentation for 
the Support Telephone Number. 


DCOFCSDF3042FFC9BD3BD3CFC7 


5. Access: Start > Programs > eCAS > Enter Site Key. 
6. Copy the site key EXACTLY onto the Site Key field and click OK. 


Enter Site Key x| 


Please enter the Site Key in order to get a license. 


ite Code : [p7c5 C430 6D34 DBB2 63 


Site Key : 
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Uninstalling the Product 


Procedure 1. Close any open applications, access: Start > Settings > Control 
Panel > Add/Remove Programs, locate eCAS, and then click 
Change/Remove. 


2. When the Add/Remove dialog appears (see below), click Uninstall. 


x| 


InstallShield Wizard 
Add/Remove 


Select the action you wish to perform. 


Uninstall 
T Completely remove the product from your computer. 


Repair 
Repair the product. 


InstallShield 


3. A message appears indicating that components must be removed 
before uninstalling the product. Click OK and follow prompts to 
continue. 


4. When all product components are removed, you will be prompted 
to finish. Select © Yes, I want to restart my computer now and 
click Finish. 


=> The above procedure removes eCAS and all its "add-on" programs; however, it does 
not uninstall 3d party software such as Adobe Acrobat Reader, MSSQL Server, or any 
service packs or security patches. If needed, you must remove these programs 
individually. 
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System Maintenance 


About This This section describes some procedures and recommendations for 
Section successful maintenance of your web-based call accounting system. 


This product was designed for intranet use; if you plan to make it accessible from 
the Internet, you are responsible for its security. 


In all cases, you should install (and keep up-to-date) the latest security patches 
for your operating system. These are freely downloadable from Microsoft’s Product 
Updates web site: 


http:/ / windowsupdate.microsoft.com (then go to Product Updates) 


DO NOT download any service packs or updates that have not been certified by 
your vendor and/ or would result in disabling mail attachments. 


Recommended Maintenance Schedule 


Schedule | 


View Message Log. If a “No SMDR’” alarm appears, investigate why 
no data was processed for the site indicated. 


Check disk space on the system Server. Consider backing up 
archives and deleting call records and saved reports, if running out 
of space. 


Run Telecom Manager Report 


Check on latest security patches (see Warning above). 


Run anti-virus program on the system Server 


Monthly Update Organization / Account Code database 

Run desired reports (these should be on automatic schedules) 
Archive system files 

Back up system 


Run scan disk and defragment hard drive 


Quarterly Update rates and/or install custom rates 
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Backup/ Restore Recommendations 


Backups are used to copy current system data onto removable media 
or alternate storage for safekeeping. 


Restores are used to rebuild system files from a prior backup, 
returning your files to the state of the last backup. 


These recommendations do not constitute a disaster recovery plan. Every installation should 
implement and test such a plan. 


Refer to your backup utility documentation to integrate this information in your disaster 
recovery plan, as well as to obtain detailed instructions in performing backups and restores. 


MSDE 1. Log into the system Server as local administrator. 


Backups 2. Stop call collection and other database tasks: 


a. Access eCAS: Processing > Call Processing Status. Set all 
switches’ collection status = disabled. 


b. Stop the MSSQL Server (double-click the A icon on the system 
tray and click the stop button). 


3. Backup the entire \ eCAS Data folder. 


4. Restart the PC and then access eCAS: Processing > Call 
Processing Status. Set all switches' collection status = enabled. 


MSDE = This procedure is prepared for a complete recovery of the software and data in the 
Restores system Server after a system failure. It assumes that you have a current backup of 
the caArchive, CASLocal, and Endeavor databases and the \ eCAS Data folder. 


Depending on the nature of the problem that caused the system failure, this may 
not be necessary or desirable. Consult Customer Support before proceeding. 


1. If necessary, re-install the operating system and the eCAS 
product. 


Stop call collection and database tasks (MSDE Backups, step 2). 
Restore the \ eCAS Data folder from the backup copy. 
Restart processes (MSDE Backups, step 4). 


U AUN 


If you re-installed eCAS, call Customer Support to restore your 
license and then follow the procedure for activating the license in 
this appendix. 
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SQL 
Server 
2000 
Backups 


SQL 
Server 
2000 
Restores 


. Log into the system Server as local administrator. 
. Make a backup copy (to removable media or network location) of 


the \ eCAS Data folder, except its \ Data subfolder. 


. Access: Microsoft SQL Server > Enterprise Manager > Tools > 


Backup Database and make backup copies of the caArchive, 
CASLocal, and Endeavor databases. 


=> this procedure is prepared for a complete recovery of the software and data in the 


system Server after a system failure. It assumes that you have a current backup of 
the caArchive, CASLocal, and Endeavor databases and the \ eCAS Data folder. 


Depending on the nature of the problem that caused the system failure, this may 
not be necessary or desirable. Consult Customer Support before proceeding. 


. If necessary, re-install the operating system, SQL Server 2000, 


and the eCAS product. 


2. Restore the \ eCAS Data directory from the backup copy. 
3. Access: Microsoft SQL Server > Enterprise Manager > Tools 


> Restore Database and restore the caArchive, CASLocal, and 
Endeavor databases from the backup copies. 


. If you re-installed eCAS, call Customer Support to restore your 


license and then follow the procedure for activating the license in 
this appendix. 
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Call Collection I nterfaces 


About This This section provides information on interfacing with the source of 
Section call records via these "built-in" collection methods: 


@ Direct Connect — interface to switching systems that output 
CDR via an RS-232 DCE interface 


@ Collect from file (local or remote) — interface to switching 
systems via network connections 


@ Business Communications Manager — interface with a Nortel 
BCM via a network connection 


@ PollComm (direct, remote, or network) — interface with a 
Pollable Storage Unit by a direct, modem, or network 
connection 


@ Call Accounting System (modem or network) — interface with 
another call accounting system by modem or network 


@ IP Office — interface with an Avaya IP Office using the SMDR 
(Delta Server) tool to deliver CDR data 


@ Direct Connect over IP — interface with an IP switch / media 
server via a direct network path 


Direct Connect 


This method is used for direct connection to the eCAS Server. 


1. Set up the cables and/or adapters to establish an RS-232 DCE 
interface to a dedicated COM port on the eCAS Server. 


The diagrams below illustrate connectivity from switching systems 
within 50 feet and over 50 feet. 


Distance 
Under 50' 


Distance 
Over 50' 


Switch 


‘Wall teld 
house wire 


2. Access eCAS: Processing > Switches > Add Switch. At the call 
collection portion of the wizard, select call collection method = 
Direct Connect, and then enter: 


+ 


+ ©% ©% è @ 


Com Port = dedicated COM port on the eCAS Server 

Baud rate = 1200 (Avaya Merlin/PARTNER) or 9600 (other) 
Data bits = 8 (typical) 

Parity = Even, odd, mark, space, none (typical) 

Stop bits = 1 (typical) or 2 

Flow control = Xon/Xoff, DTR/ RTS (typical), or none 


Collect from File (Local or Remote) 


This method is used to collect calls from a switch that can direct its 
output to a file on the eCAS Server (local collection) or to an 
accessible network location (remote collection). 


Examples are given for these switches: 


@ Local collection: Avaya switch using Reliable Session Protocol 
(RSP) and Cisco CallManager 


@ Remote collection: Avaya DEFINITY One / S8100 / IP600 
Server 


Local Collection 


Preparation for this method is a two-step process: 


(1) Create a folder in the eCAS Server to receive CDR data. 
(2) Set the switch to output data to the folder in step 1. 


=" The above folder must be made fully accessible to the source of CDR data. Consult 
with the network administrator to establish full control to this folder. 


Examples 1. Prepare the switch interface as documented in its setup guide. 


@ For an Avaya switch using RSP, see the eCAS Reliable 
Session Protocol I nterface Setup 


@ For a Cisco CallManager, see the eCAS Cisco CallManager 
Interface Setup guide 


2. Access eCAS: Processing > Switches > Add Switch. 


At the call collection portion of the wizard, select call collection 
method = Collect from File (Local), and then the collection file 
name and path to the prepared CDR data folder. For example, 


@ (Switch using RSP) \ eCAS Data\ tmp\ Sxxx.SMD 
@ (Cisco CallManager) \ eCAS Data\ Ciscocdr\ Sxxx.CSV 
Where xxx is the prepared identifier for the switch. 
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Remote Collection 


Preparation for this method involves: 
(1) Setting the switch to output data to a local folder. 


(2) Obtaining a Windows user account that has access rights to 
the CDR output folder, with a password never expires. 


Example 1. Obtain a Windows user account (for example, “CASusr”) with a 
password (for example, “CASpsw”) that never expires. 


2. At the switch server (for example, “\ \ SwitchServer”), share the 
CDR data folder with the above user with full rights. 


For example, Avaya DEFINITY One / S8100 / IP600 Server output 
CDR to a folder named \ LucentData\ CDR. 


3. Access eCAS: Processing > Switches > Add Switch. 


At the call collection portion of the wizard, select call collection 
method = Collect from File (Remote), and then enter: 


@ Domain = domain account for user from step 1. If the switch 
server resides outside the eCAS Server's domain, use the 
machine name of the eCAS Server. 


@ Login ID & password = user from step 1 (for example, 
"CASusr'and "CASpsw") 


@ Collection file name and path from step 2 (for example, 
\\ SwitchServer\ CDR\ cas.in) 


Nortel Business Communications Manager 


=> see your BCM system administrator for the following requirements: 


m Set up the BCM Server to accept DCOM connections and to output CDR reports in a 
Norstar format. 


m Provide a Windows user account (referred to as "BCMdomain\ BCMuser'" in this 
document) with access rights to the BCM Server for CDR collection. 


1. Select the appropriate procedure to configure DCOM (documented 
in the following pages): 


@ DCOM on Windows 2000 Server 
@ DCOM on Windows XP / Server 2003 


2. After configuring DCOM, verify settings: 
a. Log off and then log in again as BCMuser in the BCMdomain. 


b. Access: Start > Run, enter CDRClient, and click the Start 
button. 


= A stream of call records should appear. If nothing appears, verify that the 
Nortel BCM server is present on the network and that the account name used 
to access it is valid. Then re-check the DCOM property settings and try again. 
If problem persists or errors occur, contact Veramark Technical Support. 


c. Click the Quit button to exit. 

3. Access eCAS: Processing > Switches > Add Switch. 
At the call collection portion of the wizard, enter these values: 
a. Manufacturer = Nortel 


b. Call record format = (523) Business Communications 
Manager 


c. Call collection method = Business Communications 
Manager 


d. BCM PC Name = BCM Server's fixed IP address 


e. BCM user information = the BCMdomain, BCMuser, and 
password created for this account 
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DCOM on Windows 2000 Server 


Procedure 1. At the eCAS Server, access: Start > Run and enter dcomcnfg. 


2. Access: Applications tab > CDRServer > Properties button. 
Set the properties as indicated below. When complete, click OK. 


a. General tab — set Authentication Level = Default 


b. Call destination tab — check M Run application on the following 
computer (all others unchecked), then use the Browse button 
to locate the BCM Server in your network. 


c. Security tab — select: 


© Use custom access permissions > Edit button. Allow 
Access to Everyone and BCMdomain\BCMuser 


© Use custom launch permissions > Edit button. Allow 
Launch to Everyone, BCMdomain\BCMuser, 
local\Administrators, System, Interactive 


© Use custom configuration permissions > Edit button. Set 
Full Control to Everyone, Creator Owner, 
BCMdomain\BCMuser, local \Administrators, local\Power 
Users, System. 


d. Identity tab — select © The interactive user 


3. Access: Default Properties tab and set the following values: 
M Enable Distributed COM on this computer (uncheck other boxes) 
M Default Authentication Level = Connect 
M Default Impersonation Level = Identify 


4. Open the Default Security tab and set the following values: 


Access Permissions > Edit Default button. Allow access 
permissions to Everyone and BCMdomain\BCMuser. 


Launch Permissions > Edit Default button. Allow launch 
permissions to local\Administrators, System, Interactive. 


Configuration Permissions > Edit Default button. Set permissions 
Everyone = Read; System = Full Control. 


5. When complete, exit the Distributed COM Configuration Properties 
dialog. 
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Procedure’ 1. At the eCAS Server, access: Start > Run and enter dcomcnfg. 


2. Access: Component Services > Computers > My Computer > 
DCOM Config > (right-click) CDRServer > Properties. Then 
complete the following configuration: 


a. General tab — set Authentication Level = None. 


b. Location tab — check M Run application on the following 
computer (all others unchecked), then use the Browse 
button to locate the BCM Server in your network. 


c. Security tab — edit the following permission types (add the 
"ANONYMOUS LOGON" user and allow all listed rights): 


Launch and Activation permissions 
Access permissions 
Configuration permissions 


d. Identity tab — select © The launching user 


3. Back at the Component Services, (right-click) My Computer > 
Properties > COM Security tab. Then: 


a. Edit all permission types (add the "ANONYMOUS LOGON" user 
and allow all listed rights): 


Access permissions 
Launch permissions 


b. When complete, click Apply, then OK. 
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PolliComm (Direct, Remote, Network) 


These methods are used to collect calls from a Pollable Storage Unit 
(PSU) that is connected to the eCAS Server via a serial cable, 
modem, or network. 


1. Set up the PSU at the switch site as per its installation guide. 


2. Access eCAS: Processing > Switches > Add Switch. At the call 
collection portion of the wizard, enter the appropriate values: 
@ Direct connection: 
- COM port = dedicated COM port on the eCAS Server 
- Baud rate = 9600 
- User ID and password = UserlD and UserPswd 


e Modem connection: 
- Port = modem port on the eCAS Server 


- PSU Phone number = T or P (tone/pulse), O - 9 (no 
separators), comma (for a pause) - for example: 
T9,5551212) 


- Baud rate = 9600 
- User ID and password = UserlD and UserPswd 
@ Network connection: 
- IP address = Fixed IP address for the PSU III or MSS-100 
- IP port = 23 (PSU III) or 3001 (MSS-100) 
- User ID and password = Useri D and UserPswd 


Call Accounting System (Modem or Network) 


These methods are used to collect calls from a remote Call 
Accounting System by dial-up modems or via the network. 


1. Install the call accounting product as in the Quick Installation 


Remot . . 
peed Guide for the features you intend to use. 


Site 


Prepa ration => Ir the remote system is intended as a simple "buffer box" for CDR data, all you 
need to do is activate the license and complete the switch & call collection 


information through the Switch Wizard. 


Network 
transfers 
only 


2. Systems running Windows XP + SP2 will need to adjust the 
default settings of Windows Firewall in order to be polled by 
another call accounting system. Contact Technical Support. 


3. Access: Processing > Switches. 


Click the switch name link and enable the "Save call data for 
sending to another call accounting system" option. Note the 
switch ID (= 1 in single-switch systems) to use when setting up 
this switch at the poller site. 


Modem 4. Access: Processing > Call Sender Setup. 
transfers 


only 


a. Select the modem port, its baud rate, and enable the port for 
polls by another call accounting system. 


b. Connect the Call Sender modem to a direct line. Note phone 
number to use when setting up this switch at the poller site. 


=> at this point, it would be useful to create export files of the Organization and Trunk 
tables, in order to facilitate their setup at the poller site. 


Continued... 
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Call Accounting System - continued 


eCAS 5. Access eCAS (the poller site): Processing > Switches > Add 
Setup Switch. At the call collection portion of the wizard, enter the 
appropriate values: 


@ Modem connection: 
- Com Port = modem port on the eCAS Server 
- Phone number = from step 4b — T or P (tone/pulse), O - 9 
(no separators), comma (for a pause) , from step 3b - for 
example: T9,5551212) 
- Baud rate = 19200 or max modem speed 
- Switch ID = remote switch ID, from step 3 


@ Network connection: 
- IP address = fixed IP address of the remote eCAS server 
- Switch ID = remote switch ID, from step 3 


IP Office (Local or Remote) 


These methods are used to collect calls from an IP Office control unit 
in "real-time" via the IP Office SMDR (Delta Server) application. 


The local method is used when SMDR (Delta Server) is installed on 
the eCAS Server; the remote method, when it is installed on a 
remote PC. 


1. At the PC where SMDR (Delta Server) will be installed: 
a. Create folder to collect SMDR output ("C:\ I Poffice"). 


b. Install SMDR (Delta Server) from the Avaya IP Office CD (run 
setup.exe under the \ CBC\ Delta Server folder). Then open 
the Delta Server program, select the control unit to be polled, 
then access: Event Viewer > SMDR. Mark the checkbox and 
use the browse button to select the folder from 1a. 


=> For the remote method, obtain a Windows user account ("CASusr") with password 
("CASpsw") that never expires and has full control to the SMDR output folder. 


2. Access eCAS: Processing > Switches > Add Switch. At the 
call collection portion of the wizard, enter the appropriate values: 


@ For call collection method = IP Office (Local), enter 
collection file name and path from 1a ("C:\ I Poffice"). 


@ For call collection method = IP Office File (Remote), enter: 


- Windows user ID & Password = user account obtained to 
collect SMDR (for example, "CASusr" and "CASpsw") 


- Domain = domain for above account (if remote PC resides 
outside the VeraSMART domain, use the machine name of 
the VeraSMART Server) 


- Collection Directory = path-name to SMDR folder in the 
remote PC (for example, \\ remotePCname\ | Poffice) 


Direct Connect over IP 


This method is used to collect calls from an IP switch / media server 
via a direct network path. 


= This method assumes that the IP switch is operational and ... 
(1) Accessible to the call accounting server via a TCP-IP network. 


(2) It has been programmed to output CDR via an IP port. 


1. Access eCAS: Processing > Switches > Add Switch. 


2. At the call collection portion of the wizard, select the call 
collection method = Direct Connect over IP and then enter 
the appropriate values: 


+ IP address of the call storage device (fixed IP address of 
the switch, source of CDR) 


+ IP port of the call storage device (the port programmed at 
the switch for CDR output) 
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Troubleshooting 


About This This section describes basic troubleshooting procedures. 


Section 


Call 
Customer 
Support 


The "problems" listed are the most common requests for assistance 
by call accounting users. 


=> customers with an active software maintenance support agreement will generally 
not be charged for assistance with application problems. 


How to Report a Problem 


If a problem arises while using the system, first attempt to solve it 
using the on-line help or the troubleshooting guidelines in these 
pages. If the problem is caused by a device, peripheral, or operating 
system, consult its own documentation first. 


If you cannot correct the problem, contact Technical Support. Use 
the phone number or e-mail address that appears on the copyright 
page at the front of this manual. 


When you call, please be prepared to provide the following 
information: 


@ Remote access method to use: 
- PCAnywhere™ dial-up or Internet connection 
- GoToMyPC™ 
- MS Office Live Meeting 2003 


@ Computer equipment (manufacturer/model #) 


+ 


Network configuration 


@ Detailed description of the problem - including any messages 
displayed and your actions leading up to the message 


@ Any steps you have taken to resolve the problem 


9-21 


User access 
problems 


Update / 
import 
problems 


No calls 


Basic Troubleshooting 


Cannot login 


Make sure login name and password is correct, and Caps Lock is not 
turned on. 


To reset a password: Tools > View Login Accounts > [login 
account of interest] Reset Password 


Cannot perform function or access menus 


Check: Tools > View Login Accounts (click user name & go 
through the wizard to correct profile for the user) 


Cannot install software option from CD 


Check message: repeat procedure. 


Cannot import data 


Check error message, correct import file and repeat. 


Initial call collection failed — or — "No CDR" (system alert) 


If at the switch wizard, click the link to help for no calls. (Solutions 
are discussed there, in detail.) 


If you received a "No CDR" system alert, check: Processing > 
Switches > Switch wizard. 


Navigate through the wizard by clicking Next past the call collection 
method, up to the validation page. If no calls appear, click the link to 
help for no calls. 


"Too many rejected calls" (system alert) 


Check: Rating > Call Types (minimum duration filter too low?) - 
OR- check: Processing > Discard Call Records (wrong setup?) 


Rating has stopped 


Check: Processing > Call Processing Status. Enable rating for the 
switch or switches. 
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Report 
problems 


ASA Import 
Issues 


Cannot e-mail reports 


Check: Data > Global Settings (e-mail options correct?) 


Wrong cost in reports 


If detailed reports show calls to some dialed numbers costed 
incorrectly, check the following functions: 


= Rate Plan rates 
= Call Type markups and surcharges 
= Account Code markups 


(If these are new city codes, you may temporarily add them using 
Special Call Processing.) 


If summary reports disagree with detail report totals, check Call Type 
vs. Account Code markups for individual reports. 


Re-run reports. 


Wrong call record dates 


Check date and time in the application server. 


Call count too small 


Check for conditions that result in discarding or not reporting calls: 
@ Report selection criteria 
@ Call Type minimum duration/cost configuration 
@ Discard Call Records rules 
@ Strip Leading Digits rules 


Import could not start 


The switch corresponding to the switch data import must exist in the 
eCAS database and its "short name" must be spelled EXACTLY as in 
the 3" field in the header record of the import file. 


Import completed with errors 


Open the \ ASAdata\ * .ERR file named in the Message Log to look 
up the error statement. This will appear at the end of a line that 
begins with one of these letters: s (station record), 1 (agent login 
record), g (trunk group record), t (trunk record). 


Check the setup in the ASA Server for the corresponding "object" 
(station, agent login, trunk group, or trunk). 


Continued... 
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ASA Import 
Issues 


(Continued) 


Agent name replaced real extension user 


This is a known limitation of the import process. 


If using Agent Logins, make certain that login IDs at the ASA server 
are not actual extensions; otherwise, the real user of that extension 
will be replaced by the agent's name. 


New cost centers 


The Status Log should give you a list of added (new) cost centers. 


New cost centers are associated with the [Unassigned] department. 
You must manually reassign them to the appropriate organization. 


New trunk groups 


The Status Log should give you a list of added (new) trunk groups. 


New trunk groups are associated with the "Outgoing(n)" and 
"[Default]" rate plans — where n = the CDR Source ID. If these trunk 
groups require special rating schemes, you must manually configure 
and/or reassign the appropriate rates or rate plan. 
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Windows 
XP + SP2 


Windows Firewall Issues 


In response to recent proliferation of security breaches, Microsoft 
has released Windows XP Service Pack 2. This service pack, among 
other things, deploys Windows Firewall - previously known as 
Internet Connection Firewall (ICF) - a protective boundary on the 
local PC that restricts data traveling between the PC and a network 
or the Internet. 


Systems running Windows XP + SP2 will need to adjust the default 
settings of Windows Firewall in order to use certain features in eCAS 
- namely: 


+ 


+ 
+ 
+ 
+ 


Logging into eCAS from another PC 

Accessing reports distributed via e-mailed links 
Collecting calls via Avaya RSP or Nortel BCM protocols 
Collecting calls from MSS-100 or PSU III units 


Being polled by another call accounting system through the 
network 


If you are having difficulties using any of the above features, 
call Technical Support. 
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10 Glossary 


Access code 
A switch-programmed code dialed to get an outside line. 


Account code 

A term for the telephone switch feature dialed to tag call records. Account codes are 
assigned to subject matters, clients, and so on - typically, for billing purposes. When dialed 
in placing or receiving calls, account codes are included in the call record. The system can 
maintain a database of account codes received from the switch that includes associated 
account names and call cost adjustments for billing calls in Account Code Reports. 


Accounts (Login) 

Personnel in your organization with access to the eCAS system and/or its report data. The 
system supports three "account profiles" (in order of increasing privileges): Report 
Specialist, Telecommunications Specialist, and System Administrator. 


Alerts 
A system feature that allows notification of conditions that require attention. You may 
configure rules for call and system alert notifications. 


Archives 

Files containing databases from a specific time period. The call accounting feature that 
allows backing up and restoring such files. The system supports one active archive for 
reports. 


Audit trail 
A report that lists the work sessions and database operations of all call accounting users. 


Authorization code 

A switch feature whereby users dial their assigned code to charge a call and/or to use 
restricted-access facilities. Authorization codes are unique identifiers and can be a telephone 
company’s calling card or a credit card number. The system allows associating authorization 
codes with telephone extensions to charge back a call, regardless of the call origin. 


Baud rate 

A measurement of digital transmission speed representing the number of signal events per 
second. If the signal event represents the presence or absence of one bit, the baud rate 
measurement is equivalent to bits per second. 
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Call collection 

The set of processes that gathers call records from their source (switch, switch adjunct, 
pollable systems, etc.) and translates them into a standard format, suitable for rating, 
storage, and reports. 


Call record 

A record of a telephone transaction created by the switch at the completion of every call 
routed through it. This record includes such information as date, time and duration of the 
call, the call origin and destination, carrier service used, account and/or authorization code 
(if used), ring time (incoming call, if the switch provides it), and cost of the call (if the 
source of the call has computed it). 


Carrier 

A company that provides telephone services, such as AT&T, MCI, and US SPRINT in the 
USA, British Telecom and Cable & Wireless in the UK, NTT and KDD in Japan, and so on. 
Also, a field in a call record that contains the code for the carrier used by a call. 


CDR 

Call Detail Recording (formerly known as SMDR - Station Message Detail Recording). A 
telephone switch capability in which the details concerning the path of a call from originating 
to termination are recorded in the form of a call record. 

See call record. 


Central office (CO) 
The telephone company equipment that routes and connects calls from a local area - also 
known as “public exchange” outside North America. 


CENTREX 

Central Office service providing direct inward and outward dialing for phone numbers. The 
subscriber is assigned a distinct Central Office identification number and made a part of the 
numbering plan. A number listed in the telephone directory will give access to the 
subscriber’s operator. Centrex is an alternative to an in-house telephone switching system. 


Charge code 

Identifiers for telephone features or sets of features (such as digital sets, voice mail, caller 
ID, etc.) provided to selected extensions, typically at some cost. Your call accounting 
system allows defining charge codes and associating them to selected extensions. These 
charges will appear in an Organization Detail Report. 


CLI 

Calling Line Identification (CLI), also called Caller ID. A service provided by local telephone 
companies on a per-line basis to pass to their subscribers (in digital form) the phone 
number of their callers. 


Cost Center 
A user-defined term for the second level in your company organization hierarchy. 
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Data bits 
The length (number of bits) of a single character transmission. 


Database 

A collection of data in your system - such as the set of personnel, cost centers, chargeable 
assets, call records, etc. - structured and organized for easy access; also, the information in 
system tables that identifies its users’ equipment, company organization, geographical area, 
etc. 


Dialing pattern 
The way a telephone number is dialed from a locality. 


Directory 
A type of PC file used to group and to organize other files or directories. 


Domain 

Generally speaking, the sphere of influence. In Windows 2000/XP, it is a set of network 
resources (printers, applications, and so forth) for a group of users. The user needs only to 
log in to the domain to gain access to the resources, which may be located on a number of 
different servers in the network. On the Internet, it is a set of network addresses, organized 
in levels. The top level identifies geographic or purpose commonality (for example, a 
category such as "commercial" or a country). Another level identifies a unique place within 
the top-level domain and is, in fact, equivalent to a unique address on the Internet (for 
example, a World Wide Web site). 


EZ-Burst® 

Term that refers to sectioning off an Account code or Organization report into account 
sections or departments/cost centers/personnel sections and e-mailing links to each section 
to its distribution list, as configured in the Account Code or Personnel functions. 


E-mail 
Electronic mail. E-mail address is the UUCP or domain-based address by which a user is 
referred (for example, username@servername.com). 


Extension 

A term corresponding to the number of a voice terminal or telephone station; also, the field 
in a call record that contains this number, indicating the origin of an outgoing call or the 
destination of an incoming call. 
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Flow control 
A mechanism - such as buffering or controls that turns a device on and off - used to 
prevent loss of data during transmission. 


Format 

The arrangement or layout of data. In our context, the call collection process that translates 
switch-specific call record layouts into a standard form, suitable for use by the rating, 
storing, and reporting functions. 


HTML 
HyperText Markup Language. Software authoring language used to build web pages. 


ISDN 

Integrated Services Digital Network. A network that provides end-to-end digital 
communications to support a wide range of voice and data services to which users have 
access by a set of standard, multipurpose user network interfaces. Some examples of ISDN 
services include calling number information, call waiting, credit card calling, network access, 
and simultaneous data calls. 


Jitter 

Jitter is a measure of the "evenness" of pulses or packet transmissions; it is provided as a 
mean deviation of the average spacing between packets during a phone call. In Voice-over- 
IP networks, it is a "quality of service" measurement, as voice packets sent during a phone 
conversation must have a consistent flow to avoid "jittery" or choppy sounds. 


Latency 

The time that it takes for a packet of information to reach its destination. In Voice-over-IP 
networks, it is a "quality of service" measurement, as too much lag-time or delays in packet 
deliveries contribute to speaker and listener talking over each other. 


Line 

The call accounting term for a communication channel between two switches; the field in a 
call detail record that contains the identifier for the specific route used by the call. Also 
known as “trunk,” “used access code,” and “circuit ID.” 


Login accounts 

Personnel in your organization with access to the call accounting system and/or its reports. 
The system supports three "account profiles" (in order of increasing privileges): Report 
Specialist, Telecommunications Specialist, and System Administrator. 


MAPI 
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Messaging Application Programming Interface. Microsoft foundation for a modular mail 
system. MAPI-compliant applications for Windows include Outlook and Outlook Express. 


Message log 
A feature whereby system errors or conditions that warrant operator attention are recorded 
into a file for later viewing. 


Modem 

A device that converts digital data signals to analog signals for transmission over voice- 
terminal circuits. Analog signals are converted back to original digital data signals by 
another modem at the other end of the circuit. 


Multi-switch 
An installable option that enables tracking telephone extension information from multiple 
switch sites. 


Organization 

The user-specified structure of a company - the company name and number and names of 
its hierarchical or corporate levels - as well as the set of individual entries (the 
“organization table”). The system defaults to five levels: Personnel, Cost Center, 
Department, Division, and Branch. 


Packets 

A unit of data routed between an origin and a destination — for example, a word or chunk 
of digitized voice information in Voice-over-IP networks. The eCAS Quality of Service report 
is used to monitor "lost packets" levels in VoIP networks; the loss of packets is typically due 
to traffic "collisions" and contributes to garbled communications. 


Parity 
A method used by some devices to check that data was transmitted correctly. Parity can be 
“odd,” “even,” “mark,” “space,” or not used at all. 


Path name 
A sequence of directory names separated by a backslash (\) and ending with the name of a 
file or directory, used to identify the call destination of the file on a computer. 


Personnel 

A term for the first level in a company organization hierarchy, below that of “cost center.” 
The system uses the personnel and cost center tables to keep track of all chargeable 
telephone activity in your company. 
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Polling 
The process of periodically accessing another system for its data (in our context, data = call 
detail records). Polling systems control and regulate data transfers from their source. 


Privacy 

A feature offered by some switches, whereby called numbers are partially or entirely hidden 
from view. Privacy may be offered for specific extensions, for calls marked by “private” 
access codes (if used by the telephone switch), and/or for all outgoing and/or CLI incoming 
calls in general. 


Protocol 
A set of conventions or rules that describe how data is organized, transmitted, and received. 


PSU 

Pollable Storage Unit. A small processor dedicated to collecting and storing call records from 
a switch, then transmitting them to a poller system (such as this one) upon a polled 
request. 


Queue time 
The time that an incoming call spends in a queue, waiting to be transferred to its 
destination. 


Rate plan 

Set of call rating instructions, typically based on the duration and dialed destination/origin 
of the call. There are two broad categories in rate plans — standard and user-defined: 
Standard plans use a built-in database of calling areas, used to identify the call type, 
distance, and call destination of calls placed from a switch site. The system allows adding or 
editing standard plans. Standard plans include (non-editable) local rates for all major U.S. 
Telcos and AT&T Basic international rates. You can also install custom standard rate plans 
(purchased from your vendor). 

User-defined rate plans are created and maintained by you. You can identify dialed patterns 
to differently-rated calling areas, set their call types and a 2-tiered rating scheme (initial 
and subsequent time periods). 


Rating 

The call accounting process that evaluates the rate method used by a call (by rate plan 
and/or special call processing), then computes the call’s base cost, assigns it a call type, 
and then stores it. 


Ring time 


The period of time that callers hear a ringing signal, waiting for the call to reach its 
destination and to be picked up. 
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SMDR 

Station Message Detail Recording (more commonly known as CDR - Call Detail Recording). 
A telephone switch capability in which the details concerning the path of a call from 
origination to termination are recorded in the form of a call record. 

See call record. 


SMTP 
Simple Mail Transfer Protocol. A TCP/IP protocol that governs electronic mail transmissions 
and receptions. 


SNMP 

Simple Network Management Protocol. The protocol governing network management and 
the monitoring of network devices and their functions. It is not necessarily limited to TCP/IP 
networks. 


Stop bits 
The number of bits that trail after the transmission of a single character. 


Switch 

The term for the software-controlled communications processor complex that interprets 
dialing pulses, tones, and/or keyboard characters, and makes the proper interconnections 
both within the system and external to the system. The switch itself consists of a digital 
computer, software, storage device (memory), and carriers with special hardware to 
perform the actual connections. A switch provides voice and/or data communications 
services (including access to public and private networks) for voice and data terminals on a 
customer’s premises. 


Tandem call 
A connecting call in a telephone network, coming into a switch through one line and 
transferred out again through another. 


Template 
A pattern of frequently entered data, used as a guide to help in the creation of new reports. 
The system uses "[system reports]" as templates. 


Tie Line 
A dedicated circuit linking two PBXs. 


Trunk 

The call accounting term for a communication channel between two switches; the field in a 
call detail record that contains the identifier for the specific route used by the call. Also 
known as “line,” “used access code,” and “circuit ID.” 


GL-7 


Trunk Group 

The call accounting term for a group of telephone trunk/lines programmed at the switch to 
carry calls requiring a specific telephone service. This telephone service may be for incoming 
and/or outgoing traffic, billable as per its designated rate plan. 


Users 

Personnel in your organization with access to the eCAS system and/or its report data. The 
system supports four "user profiles" (in order of privileges): Restricted Report User, Report 
Specialist, Telecommunications Specialist, and System Administrator. 


UTC 
Universal Time Coordinated. Also known as Greenwich Mean Time. 


V&H 

Vertical & Horizontal. Refers to coordinates of major continental US cities from charts used 

by long distance carriers. Many call services are billed on the basis of ‘airline mileage’ (that 
is, straight line distance) computed between the closest V&H nodes of the call origin and its 
destination. 


WAN 
Wide Area Network. A data-communication network that uses common carrier lines to cover 
an extended geographical area. 


Wild card 


The characters “%” and “?” — used as follows: % = matches any number of characters in 
that position; ? = matches a single character in that position. 
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